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EXECUTIVE SUMMARY 


Purpose 


An evaluation study of the telephone referral services, provided 
under federal/provinvial/territorial agreements in Prince Edward 
Island, New Brunswick, Manitoba and the Yukon Territory was 


conducted during September and October of 1984. 


Outside consultants, DPA Group Inc. of Ottawa, conducted the 


study, based on the evaluation assessment issue areas: 


- public awareness of the availability of access to 


federal government services; 


- the extent of and effectiveness of data banks, 


standards of service; 


. the effectiveness of identity measures to ensure 


recognition of federal services; 


the impact of referral services on federal 


departments; and 


- the cost effectiveness of referral services in terms 


of objectives achievements. 


Methodology 


An evaluation framework of issues and indicators was developed 
and approved. Data collection instruments were developed to 


extract data from the following groups: 


. provincial/territorial staff 
- Centre and Service Bureaux staff 
- federal liaison staff 


- general public users of referral services. 


Program file research, direct on-site interviews and telephone 
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Surveys were all used to develop information relative to the 


1ssues and indicators. The methodology is described in greater 


detail in Section 1.3 of the report. 


Findings 


Study findings were developed for each province and the Yukon 


Territory under eleven major headings covering agreement costs, 


resources, data banks and other pertinent areas (see Section 2.0 


page 5). 


The summary findings for each jurisdiction are as follows: 


ais 


New Brunswick - 


In summary, NB Inquiries is a well balanced and 
efficient organization. The data base is adequate for 
inquiries dealt with by the Information Offices, 
although a more consistent approach to database 


maintenance and updating should be considered. 


NB Inguiries staff are very competent and committed to 
providing an invaluable service to the public. In all 
the accumulated experience of the NB Inquiries staff is 


just less than 20 years. 


NB Inguiries has been well received within the user 
community although increased promotional activities 
would certainly increase public access to government 


information. 


NB Inquiries is far better known among provincial 
government representatives than federal government 
representatives. In addition to improving awareness 
among the general public, it would be particularly 
advantageous to increase awareness among federal 


government representatives. 
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The total operating cost of NB Inquiries in the last 
fiscal year was 140,000. The Federal Government 
financial contribution accounted for approximately 15% 
of this cost. On the basis of this minimal cost it 
would not be cost/effective to set up a separate federal 


inquiry service. 


Prince Edward Island - 


Although Island Inquiries was officially established, as 
a result of the agreement between the Government of 
Canada and the Government of Prince Edward Island, on 
December 1, 1982, it has only been offering referral 


services to PEI residents for approximately one year. 


Despite the abnormally high costs per federal inquiry in 
fiscal year 1983-84 there are signs that these costs are 


decreasing very rapidly and in a constant fashion. 


Island Inquiries has also developed very rapidly over 
the past year of operation. The data base is adequate 
for the nature of inquiries dealt with on a day-to-day 
basis. Considerable success has been achieved in 
developing a mutually rewarding and professional 
relationship with federal government representatives for 
purposes of database development. As well, the 
Operating Head and Senior Provincial Administrator have 
developed and implemented several progressive 
promotional activities to increase awareness of Island 


Inquiries in such a relatively short period of time. 


The user community are very satisfied with Island 
Inquiries and consider the service it provides to be an 
“essential service". Federal government representatives 
are equally pleased with Island Inquiries but expressed 
some concern about the role of Island Inquiry in 


information delivery. 


Digitized by the Internet Archive 
in 2023 with funding from 
University of Toronto 


httos://archive.org/details/31761117092403 
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Manitoba —- 


The study findings, in summary form indicate that: 


- both CIS and the Service Bureau maintain data 
banks, but there is a generally accepted view that 
they serve different purposes; 


- the public, through serveral means, recognize the 
identity of the federal government services when 


seeking interviews; 


- the volume of calls through CIS, in total and for 
federal services has increased in recent years, 
indicating growing public awareness, though the rate 
of increase may indicate a need for further 


promotional effort; 


- the cost per call, while roughly 20% higher over 
1982, is still a cost efficient average for referral 


services, based on costs for other options; 


. the need for a capacity to provide service in the 
two official languages is recognized and met, 


despite past isolated incidents; and 


liaison with federal services is sufficient to 
meet information needs, but is less active with the 


Service Bureau in program administration terms. 


Yukon - 


The Yukon Inquiry Centre is a small, but busy operation 
where the success of the operation seems to depend, 
almost too heavily, on the dynamics of the incumbent 


enquiry officer. 
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The traffic volume at the reception desk in the Yukon 
government building, from on-site observation, seems 


close to a saturation point for a one-person operation. 


The costs of the service to the Federal government are 
minimal, with an adequate level of service being 


provided. 


Federal identity is not a significant issue and the 
users were all aware of having received federal 


services. 


Conclusions and Recommendations 


(i) Publicity/Promotion - varied across the country with 


federal participation uneven. (Pages 53 - 54) 


Recommendation 1 —- A review of all planned and present 
promotional material be conducted by the Centre staff to 
ensure that federal government identification and text 


content are suitably developed. 


Recommendation 2 — Future negotiations of agreements 
ensure that a percentage of funds are allocated for 


promotional activity. 


(ii) Resources devoted to maintaining data bases - generally 
resources for data bank development were difficult to identify 
specifically but the data banks were judged to be sufficient to 


meet local requirements. (Page 56). However: 


Recommendation 3 - Future agreement negotiations 
should include a requirement for a clear, determined 


level of resource to be devoted to data bank 


maintenance. 
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(iii) Standards Development and Utilization — Formal standards 
were not evident, but all enquiry services recorded statistical 
data; observed efficiencies in handling calls were noted and the 
volume of calls indicated awareness of maintaining tight time 
frames. However, there was a discerned need for the federal 
government and the referral centre managers to develop written 


standards. (Pages 57 & 58) 


Recommendation 4 - The Centre management, in concert 
with the Service Bureaux and the referral centres, 
develop mutually acceptable standards with efficiency 
and effectiveness measures that would permit more 
precise assessments of performance and provide a guide 


for future management of referral centres. 


(iv) Identification of Service sources - the public, in the 
telephone surveys conducted, were aware that they had received 
federal government services, but the general identity programs in 
promotional material and at the point of referral varied greatly 


between the four areas. (Pages 59 - 61). 


Recommendation 5 — The Centre assert a stronger role 
in the development of promotional material to ensure 
that the federal provision of services is adequately 
highlighted in any joint material that is developed and 
released, but also ensuring that the mutual interests of 


both parties to the agreements are respected. 


Recommendation 6 — Where standards, as recommended 
earlier, are reviewed, the Centre should ensure that the 
initial identification and subsequent assistance 
highlights the source of assistance, whether federal, 


provincial or territorial. 
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Recommendation 7 —- Referral centres, currently 
Operated by the Centre, be reviewed to determine whether 


joint federal/provincial services could be developed. 


(v) Cost effectiveness of the Program — despite higher costs 

in the Yukon and for Prince Edward Island, the costs for the 
operation of referral centres was considered reasonable for the 
high level of service and customer satisfaction evident in the 
study. The joint agreements provide a central, toll free service 
Where federal identity is evident and where the public 
satisfaction level warrants continued operation and even 
expansion to other jurisdictions, where possible. (Pages 63 - 


64) 


Recommendation 8 -— The Centre and the departmental 
management explore ways and means of extending joint - 
agreement referral centre services to other parts of 


Canada. 


Recommendation 9 — Current Service Bureaux 1]iaison 
with agreement referral centres be examined to ensure 
that the Centre's interests in the management of the 
program and for adoption of uniform standards, are 


enhanced for greater effectiveness. 


Summary 


Throughout the study the utmost cooperation has been extended to 
the study team by members of all levels of government. This 
cooperation has encouraged the study team to present the 
foregoing report in an open and constructive manner. The help 
has been appreciated and it is our hope that the findings, 
conclusions and recommendations will lead to an even more 


effective program. 
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The public users have been well served by the “one stop" concept 
in gaining access to and being served by the two levels of 
government services. The study team has concluded that both 
parties to the agreement have been identified adequately, even 
though further efforts have been recommended for promotion, 


program identification and other program management concerns. 


The extension of the program has been recommended even though the 
study team 1s aware of the problems in establishing new 
agreements and in meeting the costs involved. This 
recommendation has been made because the benefits to the public 


far outweigh the difficulties. 


In a similar vein, the greater promotional activities recommended 
and maximum use of the "Blue Pages" concept with a prominent 
inquiry centre identification, are considered vital to further 
enhance access and service to the public of the available 


government services. 


Finally, the study team concluded that this relatively new and 
vital service, is providing a high level of service to the 
public. In general, the program was found to be well managed at 
both the federal and provincial/territorial levels, with specific 
areas only needing further improvement. The value for dollar 
expended federally was considered high cost-effective leading to 
the recommendation for expansion of the joint agreement concept. 
As the study did not embrace the referral systems operated by the 
Service Bureaux in other parts of the country, there may be a 
need for Centre management to balance the findings of this study 
with their own internal operational reviews of Service Bureaux 


referral systems. 
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1.Q INTRODUCTION 


An evaluation assessment, completed in March, 1984 recommended 
that a program evaluation study be undertaken, based on five 


evaluation issues. 


A contract for the evaluation study was issued by the Centre for 
Service to the Public (the Centre) and the study undertaken 
during September and October of 1984. 


The study embraced the telephone referral services in the 
provinces of Prince Edward Island, New Brunswick, Manitoba and 
the Yukon Territory. In addition the Centre's Service Bureaux in 
Manitoba and Nova Scotia were visited and the headquarters 


program documentation was examined. 


The report has been developed in the following manner: 


the remainder of Section 1.0 is devoted to outlining 
the purpose of the study and details on the methodology 


utilized; 


- each individual referral system is detailed, with 


study findings, in Section 2.0; and, 


- Section 3.0 presents the study conclusions and 
recommendations under each evaluation issue and in 


summary form. 


¢ vet Bihaie a pbrawt ave, a a3. 


ea ye ay 
sry ni i sei wt at two ‘ 
fade: mute | soe gi wa 


‘ 7 


yy 
by 
i 
a) f _ i 7 
a 2 uh 
: 7 i} 


+9 oes rapier I il * hein wer i” ' 
wat % at a ; 
el RE 


1.2 Purpose 


The purpose of the evaluation study was to provide Centre 
management with findings on the effectiveness of the program in 


the five major issue areas: 


- public awareness of availability of access to federal 


government services; 


- the extent of and effectiveness of data banks, 


standards of service; 


- the effectiveness of identity measures to ensure 


recognition of federal services; 


- the impact of referral services on federal government 


departments; and 


- the cost-effectiveness of referral services in terms 


of objectives achievement. 


As referral services are arranged through federal/provincial/ 
territorial agreements, the evaluation study had, as an 
objective, the provision of findings that would serve as a guide 


for future agreement arrangements. 


1.3. Methodology 


The methodology for the study was described in the design report. 
The design report contained: 


- an evaluation framework for the conduct of the study 
and contained the issues, evaluation questions, 


indicators and basic methodology; 
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- the extent of the sample to be studied by interest 


groupings; 
- data gathering instruments for interviewing referral 
centre staff, telephone users and federal government 


liaison staff; and 


- scheduling for the study. 


The basic methodological approach was to develop pro forma data 
for each of the referral services through a review of Centre 
program files and through discussions with Centre staff, prior to 


the field visrts. 


The second stage was to visit each of the referral centres, 


concentrating on: 
. the administration; 
. the staff of the referral/inquiry centres; 


- federal government representatives, as identified by 


either the referral centre or Service Bureau staff; 
. Service Bureaux representatives, where applicable; and 


- a telephone survey of users of the referral centre 


services. 


In these visits, standardized interview guides were used (See 


Appendix D) and, where available, program files were examined. 


Prior to the field visits, the administrators were contacted and 
arrangements made for the development of a sample of users who 


were uSing the system to access federal services. 
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A telephone survey, again using a standardized interview guide, 
was conducted in each study area and the results tabulated and 


analyzed. 


The data from all aspects of the study were grouped by evaluation 
questions and issues and were analyzed to develop the study 


conclusions and recommendations. 


In view of delays encountered during the course of the study, a 
preliminary findings, conclusions and recommendations report was 
developed in late October, to provide Centre management with 


initial results: 


The final draft report was developed and is presented. 


Figures on the numbers of persons interviewed in each category 
are contained in Section 2.0, under the appropriate province or 
territory and a listing of officials interviewed is contained in 


Appendix E. 
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2.0 STUDY FINDINGS 
Study findings have been developed and presented by the 
referral/inquiry service units and by the Service Bureaux, where 
applicable. Within each of the referral/inquiry service 
groupings the data is presented under the following headings: 

a. Agreement costs 

b. Staff£/Resources 

Gc. Data Banks 

ad. Publicity/Access 

e. Equipment 

f. Liaison with Service Bureaux 

g. liaison with Federal Departments 

h. Federal Identity 

i. Language capacity 

j- User survey 

k. Federal government survey 

1. Summary 
Section 3.0 which converts the findings into conclusions and 
recommendations relates the findings to the evaluation issues. 


The above headings were deemed to be a more appropriate means of 


presenting field collection data findings. 
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2.1 Canada Service Bureau - Halifax 


On October 1, 1984 DPA conducted an extensive personal interview 
with Ms. Karen Macdonald, Bureau Manager, and held discussions 


with other Bureau representatives. 


Although the focus of this project was not an evaluation of 
existing federal Service Bureaux it was felt that the 
inter-relationship issues with other referral services was 
important and insights would be gained from a study of these 


Organizations. 


The Canada Service Bureau in Halifax operates from a storefront 
location in the central business district (CBD). It offers three 


distinct services to the general public. 


The bureau provides a walk-in service in which clients can 
personally direct questions to a Client Service Officer. As part 
of the walk-in service the bureau also provides a wide range of 
publications that are available free to the public. Second, the 
bureau offers access to government telidon databases such as 
CANTEL. With the help of Client Service Officers, the client 
can, free of charge, utilize the available terminal to access 


data such as employment opportunities. 


Finally, the bureau offers a telephone referral service (TRS) to 
citizens of Nova Scotia. The service is designed to connect the 
client directly, whether long distance or local, to the 
appropriate federal government department for information. The 
Client Service Officers can also provide the client with 
different contacts if the request is a matter of concern to the 


provincial government, or in some cases the private sector. 


The bureau staff have at their disposal a very comprehensive 
automated and manual data base. This data base is categorized 
alphabetically and by keyword. It includes a wide range of 
information regarding federal government services and programs, 


provincial government services and programs and some private 
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sector information. Each entry includes, in most cases, a 
contact name, a telephone number, the name of the appropriate 
department or organization, and a brief description of the 


service or program. 


The Canada Service Bureau in Halifax employs five people: one 
Bureau Manager, three Client Service Officers and one 
Administrative Assistant. The Client Service Officers are 
directly responsible for facilitating requests for information 
updating the database. The Bureau Manager is responsible for 
management of the overall operation. During peak times the 
Bureau Manager will participate in facilitating client requests. 
The Administrative Assistant provides support to Bureau Manager 


and Client Service Officers. 


All staff employees are committed to the service concept and 
rigorously adhere to a high level of standards. Each staff 
member 1s fluently bilingual. 


There is little liaison between the Canada Service Bureau in 
Halifax and the two federal/provincial inquiry services - New 
Brunswick Inquiries and Island Inquiries. The service bureaux in 
Moncton and Halifax communicate more frequently. Data base 


information, however, iS not necessarily shared. 


The Canada Service Bureau in Halifax liaises frequently with 
regional officers of Federal Government departments. The most 
frequently called departments include: Health and Welfare, 
Revenue Canada, Veterans Affairs, Canada Employment and 
Immigration, and Canada Housing and Mortgage Corporation. 


Canada Service Bureau in Halifax has a very impressive and 
elaborate monitoring system for statistical tabulations. All 
telephone calls and walk-ins are tabulated. Additional 
information such as the nature of their inquiry, language 
preferred, client source, and total hours and days the bureau is 


open to the public is also tabulated. 
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2.2 New Brunswick Inquiries — Fredericton 


In order to determine the current status of services provided by 
New Brunswick Inquiries, (NB Inquiries), as stated under the 
agreement and to provide a basis for the formulation of 
recommendations, a representative of the DPA Group Inc. 
conducted extensive interviews in Fredericton with officials of 
NB Inquiries, Federal Government representatives and telephone 


referral service users. 

The following table illustrates the total number of personal and 
telephone interviews and unsuccessful interview attempts 
conducted on October 2nd and 3rd. 


TABLE A 


Completed Interviews and Unsuccessful 


Interview Attempts 


Unsuccessful 
Interviewee Completed Interviews Interview Attempts 
Senior Provincial L - 
Administrator 
Information Officer 3 - 
(Operating Head) 
Federal Government i) - 
Representative 
Users of Telephone 4 23 


Referral Services 


TOTAL as 29 
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The following section is a compilation of the data obtained 
during the literature search and field interview stages. The 


data is outlined in eleven key areas. 


2.2.1 Agreement/Costs 


During the last fiscal year the total operating cost of NB 
Inquiries was $140,000. As stated in the Memorandum of Agreement 
between the Government of Canada and the Government of New 
Brunswick the Federal Government portion of the costs is 
determined according to the ratio of federal and provincial 
calls. The Federal Government contribution as stated in the 


agreement, however, 1S not to exceed $25,000. 

The Federal Government contributed $30,000 in start-up costs in 
1981/1982, the first year of the agreement. The costs to the 
Federal Government in 1982/1983 and 1983/1984 are provided in 
Table B. 


TABLE B 


FEDERAL GOVERNMENT COSTS 


1982/1983 1983/1984 % Change 
Total Federal ogo 6,914 —- 83 
Inquiries 
Total Federal 22,400 19,062 -15% 
Cost 
Cost Per Inquiry 2.93 2-76 - 71% 


At the provincial level it is generally felt that the Federal 


Government has been receiving tremendous value for the money they 
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are spending. One official of NB Inquiries indicated that before 
the federal/provincial agreement was signed, NB Inquiries had 
been referring clients to Federal Government departments. Taking 
into consideration the maximum amount the Federal Government may 
contribute it is clear that the cost would increase significantly 


if the Federal Government decided to take unilateral action. 


The senior provincial administrator is responsible for monitoring 
the total cost of the service. This is generally done at fiscal 
year end. Detailed breakdown of costs is available from the 


Finance Department of the Government of New Brunswick. 
2.2.2 Staff/Resources 


NB Inquiries currently employs four people - one Senior 


Provincial Administrator and three Information Officers. 


Currently the inquiry services require three person years to 
handle the incoming telephone calls and referrals. One person 
year is required for administration of the program. In addition, 
less than one person year of support staff is required. 
Approximately 4.5 person years is required to operate New 


Brunswick Inquiries. 


Despite the relatively small number of staff members, there is a 
substantial accumulation in years of experience. For instance, 
two of the three Information Officers combined have ten years 
experience in telephone referral. The entire telephone referral 
staff (including the Senior Provincial administrator), have close 


to 20 years experience. 


All staff members are dedicated individuals and are committed to 


providing a quality telephone referral service to the public. 


A point which was made quite clear to the study team during the 
interview period was the belief that the Federal Government is 


getting exceptional value for the money they are contributing to 
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the maintenance of the federal/provincial telephone inquiry 
service, as the service provides both a knowledge of federal 
services and an awareness of local conditions at the provincial 


level. 
Z2a2.3 Data) Bank 


The data bank currently being utilized by NB Inquiries is a 
manual system composed of federal and provincial government data. 
This data bank also includes some private sector data but this is 


very limited. 


The main component of the data bank system is the "“Rollodex" card 
system. It holds hundreds of entry cards assembled in 
alphabetical order and by keywords. Each entry includes a 
contact name, telephone number, an address and a brief 


description of the program, service and/or organization. 


Although the data stored in the "Rollodex" card system is 
gradually being automated (for internal uses initially), in 
preparation for eventual total computerization, one official 
indicated that the manual system is still faster and more 
efficient. Essentially, the Information Officers physically flip 
through this manual database, with which they have years of 
intimate knowledge. In comparison, knowledge of a number of 
control commands is required to utilize a computer operated data 


base system. As a result response time is considerably slower. 


In addition to the "Rollodex" card system, NB Inquiries staff 
have at their disposal other sources of information including 
directories, brochures, newsletters, departmental reports, and 


newspaper and magazine clippings. 


One major source of federal government programs and services is 
the “Index to Federal Programs and Services 1984". It is without 
a doubt considered to be the “bible"™ to NB Inquiries personnel. 
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There 1s no other comprehensive source of information regarding 


programs and services of the Federal Government. 


The data base is adequate for the nature of the inquiries fielded 
by NB Inquiries on a day to day basis. It is designed primarily 
to facilitate the quick and efficient referral of telephone calls 


directly to the appropriate government departments and agencies. 


One major problem associated with the data base is the updating 
of information. Due to the number of calls which NB Inquiries 
receive, it was made clear that very little time is available for 


research and maintenance of the data base. 


Generally, provincial government information is far easier to 
maintain and update. NB Inquiries is part of New Brunswick 
Information Services. As a result of this association, 
Inquiries' Information Officers have access to readily available 


provincial government information. 


Federal government information is the most difficult to update. 
This is largely due to the lack of a mechanism which informs 
people of changes in government programs and services. Unless 
such a mechanism 1s in place there is no way of knowing if 
existing programs have been changed or if new programs and 


services have been introduced. 


In addition, NB Inquiries has found it equally difficult getting 
on the mailing lists of federal government departments, notably 
the Department of Communications. Another major problem is the 
rapidity in which federal government departments change telephone 
numbers. Having the correct department number is fundamental to 
Operating a referral service. NB Inquiries has found it 
difficult to keep abreast of these changes. It was suggested by 
referral staff that a central number should be available to 


access new telephone numbers. 
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Currently, the major source of telephone numbers of federal 
government departments and representatives is entitled "Atlantic 
Canada — Federal Government Telephone Directory" commonly 


referred to as the “Green Book". 


Despite these difficulties, the general impression was that, due 
to the experience of the staff and their general attitude of 
wanting to provide service, the current data bank is sufficient 
to serve the needs of the public wishing to access federal 


services. 
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2.2.4 Publicity/Access 


NB Inquiries conducted a major promotional effort some years ago. 
It involved putting advertisements in newspapers and conducting 
interviews on television and radio. A poster was also developed 
and conveniently placed in government buildings and places of 
considerable “people traffic". During the course of this 
promotional campaign it clearly became evident that people in the 
federal and provincial governments did not know that NB Inquiries 
existed nor that it was jointly funded by the federal and 


provincial governments. 


Approximately one year ago, NB Inquiries initiated another 
promotional campaign. The purpose of this effort was to increase 
the awareness of the service within the government. The campaign 
involved primarily conducting seminars in individual government 
departments. These seminars involved both oral and slide-show 
presentations. The seminars were largely conducted in provincial 
government departments with considerable emphasis on informing 
provincial government representatives located in the outlying 
areas. Only a few seminars were conducted in federal government 


departments. 


In the near future NB Inquiries will be initiating another public 
campaign. This will include advertisements in provincial and 
local newspapers, a poster campaign and interviews conducted by 
media personalities on local and province-wide television and 


radio programs. 


According to one official, the original poster developed some 
years ago is still being used. Last year approximately 400-500 
posters were distributed throughout the province to primarily 
municipal and provincial government officers. A relatively small 


percentage were distributed to federal government offices. 


There is not a set mechanism in place to determine the success of 
these promotional campaigns. The only indicator is the number of 
calls. During the first four years of NB Inquiries the number of 
calls increased dramatically. As shown below in Table C, the 
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number of calls increased from approximately 22,000 calls to 


approximately 50,000 calls in four years. 


TABLE C 


NB INQUIRIES — NUMBER OF CALLS 


Year of Operation No. of Calls 
lst year 22,000 
2nd year 30 , OOO 
3rd year 40, 000 
4th year 50,000 - * 


The service is now in its fifth year. It appears that there will 
probably be approximately 40,000 calls. The decrease in the 
number of calls is the reason why a second public promotional 


compaign will shortly be implemented. 


More clients are apparently calling government departments 
directly instead of using the toll free number and referral 


services provided by NB Inquiries. 


Although there is no method of determining if the inquiry service 
has improved access to government information, it is generally 
believed by NB Inquiries personnel, Federal Government 
representatives and users that access must have improved and, as 


indicated earlier, further promotional efforts are planned. 


2.2.5 Equipment 


NB Inquiries currently utilizes a Northern Telicom SL-1 telephone 
system. With this equipment Information Officers can connect the 
client, whether long distance or local, directly to the 


appropriate government department and contact for information. 
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2.2.6 Liaison with the Canada Service Bureaux 


Liaison with other organizations, such as the Canada Service 
Bureaux in Moncton and Halifax, is the official responsibility of 


the Senior Provincial Administrator of NB Inquiries. 


There has been very little regular communication and interaction 
between NB Inquiries and the regional Canada Service Bureaux. 
Correspondence between these organizations has largely been 


sporadic and related to specific incidents needing clarification. 


In the past NB Inquiries has contacted both the Canada Service 
Bureau in Halifax and officials in the Centre for Service to the 
Public in Ottawa to discuss the problem of getting on Federal 
Government department mailing lists. Im addition, 
representatives from various bureaux, in particular, the Canada 
Service Bureaux in Halifax, have personnally visited the NB 


Inquiry service. 
2.2.7 Liaison with Federal Government Departments 


Both the Senior Provincial Administrator and the three 
Information Officers at NB Inquiries have contacted federal 
government departments. However, such attempts have been on an 


irregular basis. 


In most cases, the purpose of these calls has been to obtain 
needed information regarding government services and programs, 
and to arrange to have NB Inquiries included on departmental 


mailing lists. 


Due to the number of calls which NB Inquiries fields on a day to 
day basis, it is generally felt that regular contact between NB 
Inquiries and the Federal Government for information 
dissemination, should be the responsibility of the federal 


government departments. 


= Sree 9 a 
‘a CALE hoe OR 


nina 


eed A vie ei 


ach 


; 
A i 
7 “te . ipa om Aotest Nei inv ka be bond Dt woot 
F | iis el | 
j Ae 4 7 or 
nae bls likin 4, bel SAY Ye pelea SlI3.16 wire. tect. at oe 
“7 ohare w oe eh: vse. 7 c via i, ell Spo wae rey Pie f 
; cos We eae iy | At st) SES ae es tee 
a Kj AS aT Ty AMS. oe ed ' 
| £ } a9 Pe lee eMts - eet ee Pah Fy + boa 
al OS F ‘gS nm wot _. 
an j, . 7 ; > 
| ' t a \ } P " 
x oh i ‘ 
f i 
7 
i) 
i j Ro 
ive 
| oe oil og 
oe feel ad 
; 
| Y ow fours 
' i 
7] i i} t ‘a if rt r < of ; g ‘ 
; iy 
b aa im = i} 4% reseed tis ra wk TF 
“4 
‘ iG 
RNA | dienes uid heey Bin. oe iephineaed Je 
A \ | iE ii Sa et a . Ne age P 
| , | } at ha iM j . STSAGp ai 93 Ms 
‘ ooh 7 i 
Loar iwiad oa -rshieiunt Tete anit bags 
‘ woud ; : 
4 
+i , 
| ‘ 
ay 


7 


Ley 


2.2.8 Federal Identity 


The three Information Officers do not make any consistent effort 
to inform the client that NB Inquiries is jointly funded by the 
federal and provincial governments. However, should a client ask 
about the organization NB Inquiries is identified as a referral 
service that connects the client directly to either the federal 


government or the provincial government for informaticn. 


The process that each Information Officer follows in dealing with 
a client from initial contact to point at which client is 
connected to appropriate government department is 
straightforward. First, each Information Officer answers a 
telephone call, with, “New Brunswick Inquiries, Bonjour". 

Second, the officer listens to the client's concerns to determine 
whether the required information is available from a federal or 
provincial government department. Third, the Information Officer 
identifies level of government and appropriate department the 
client will be referred to. Fourth, the Information Officer 
provides the telephone number of appropriate department and, if 
possible, a contact name. Fifth, the Information Officer 
connects the client directly to appropriate government 


department. Sixth, the Information Officer records the inquiry. 


Overall, each staff member identifies the Federal Government when 


the nature of the client request demands it. 


2.2.9 Language Capacity 


NB Inquiries provides a fluently bilingual service. Each of the 
Information Officers and the Senior Provincial Administrator are 
bilingual and are very comfortable dealing with referrals in 


either French or English. 


NB Inquiries records the number of inquiries received in English 
and French. Generally, the ratio of French and English inquiries 
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To date NB Inquiries has not received any complaints from the 
user community or from government representatives regarding their 


ability to facilitate referrals in French or English. 


2.10 User Survey 


DPA conducted a survey of the user community in New Brunswick to 
determine level of awareness and level of satisfaction concerning 
NB Inquiries. A total of thirty-three calls were made to 
complete four user questionnaires. The problem of identifying 
users was due to the means by which the referral service 
developed the sample. Telephone numbers only were collected and 
in most instances they were companies numbers where the specific 
caller could not be identified. Despite the requirement for a 


greater level of detail initially, this was not possible. 


Although not a large nor statistically meaningful sample, the 
responses provided by four users were sufficiently clear to gain 
an appreciation for the degree of user satisfaction with and 


awareness of NB Inquiries. 


Each of the users contacted indicated they were satisfied with 
the level of service provided by NB Inquiries. In fact all users 


felt it is an "“essental service". 


Although not all the users were aware that the service provided 
by NB Inquiries was jointly funded by the Federal and Provincial 
Government, they were all aware that they had received assistance 


from the Federal Government. 


Fifty per cent of the users contacted felt that the service 
should be advertised more. Despite the promotional initiatives 
undertaken by NB Inquiries, the users contacted generally found 


out about the service from family, friends or colleagues. 
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2.2.11 Federal Government Representatives Survey 


DPA conducted a survey of representatives of federal government 
departments to determine their awareness of the service, extent 
of their liaison with the service and the impact of this service 
on their activities. Seven federal government representatives 
were contacted from the following departments: Canada Mortgage 
and Housing Corporation (Insulation Program), Health and Welfare 
Canada (Income Securities Program), Revenue Canada (Income Tax), 
Energy, Mines and Resources (Canada Oil Substitution Program), 
and Employment and Immigration Canada (District and Regional 
Offices). 


Approximately 50% of the representatives were aware of NB 
Inquiries. However, only one was aware that NB Inquiries was 


jointly funded by the Federal and Provincial governments. 


Almost all the federal government representatives indicated that 
communication with NB Inquiries is very limited. Some had been 
contacted by an Information Officer for information. All 
representatives indicated they do not contribute to the 
maintenance of New Brunswick Inquiries database unless asked by 
an Information Officer to provide information. According to 
federal government representatives the onus should be on the 
inquiry service to contact the Federal Government for 


information. 


Overall it was felt that the telephone referral service has not, 
in anyway, affected the operation of their department. Each 
representative indicated that although there is no way of 
measuring impact, the service did not necessarily affect 
departmental resources or increase the number of calls to the 
department. Generally, it was felt that whether NB Inquiries 
referred the call or not, the client would have inevitably 
contacted their department, although no direct evidence was cited 


to support this view. 
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All federal government representatives indicated that a more 
concerted effort should be made to make federal government 


representatives more aware of the existence of NB Inquiries. 


2.2.12 Summary 


In summary, NB Inquiries is a well balanced and efficient 
organization. The data base is adequate for inquiries dealt with 
by the Information Offices, although a more consistent approach 


to database maintenance and updating should be considered. 


NB Inquiries staff are very competent and committed to providing 
an invaluable service to the public. In all the accumulated 


experience of the NB Inquiries staff is just less than 20 years. 


NB Inquiries has been well received within the user community 
although increased promotional activities would certainly 


increase public access to government information. 


NB Inquiries is far better known among provincial government 
representatives than federal government representatives. In 
addition to improving awareness among the general public, it 
would be particularly advantageous to increase awareness among 


federal government representatives. 


The total operating cost of NB Inquiries in the last fiscal year 
was 140,000. The Federal Government financial contribution 
accounted for approximately 15% of this cost. On the basis of 
this minimal cost it would not be cost/effective to set up a 


separate federal inquiry service. 
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2.3 Island Inquiries - Charlottetown 


In order to determine the current status of services provided by 
Island Inquiries, as stated under the federal/provincial 
telephone referral agreement and to provide the basis for the 
formulation of recommendations, a representative of DPA Group 
Inc. conducted extensive interviews in Charlottetown with Island 
Inquiries officials, federal government representatives and 


telephone referral service users. 


Table A illustrates the total number of completed interviews, 


both personal and telephone, and unsuccessful interview attempts. 


TABLE A 


Completed Interviews and Unsuccessful 


Interview Attempts 


Interviewee 


Completed Interviews 


Unsuccessful 


Interview Attempts 


Senior Provincial 1 - 
Administrator 

Operating Head lk = 
of Referral 

Services 

Federal Government 5 _ 
Representative 

Users of Referral 15 17 
Services 

TOTAL 22 Ly] 


21 


v 


a! Ween iy, SS 
rh nfe vel ee 

; x rary ine ni 
beh if Oy fee MEMELT Ce ‘dice 


Tha 


ie wig i Me igre, Sl 
Hy veining 
ead x32 aired : pee 


e ey A Po « 4 te suesstingy Si ene te eal vy ty is ey h i r 


del aie WRI AN: tye om. pints van OF) ETT ESS bes 2ui Pe 


The yoy i Lei er ota roo a or niece pig “h ap ae 43 v5 Ton oY 4 ? aw ; 
aoe ead ire: fey on Ae ikl 
‘ R 1 nee 

th, Peace Cou eS. ECG), FER i \. ul wi: Pate ec ie a uy l e ain 


' ) bo got ah in env ™ rT oe ; j ni me 
it : IV 4 DU) ch CR ee ne ebay ia » Aa rs ie bait Suery end : 
1 ; x Dy ] 
j 


=) A 
(eons selene, 


; | | as gerdaegd! 


Laine ten key 


; seetVIed: 
wt ~ 
| | 


Team Meee 


a 


y ‘ cy vs Teaai , = tee 
: ‘7 me idl 


ae 


2.3.1 Agreement/Costs 


As stated in the memorandum of agreement signed between the 
Government of Canada and the Government of Prince Edward Island 
on December 1, 1982 the Federal Government is committed to 
contributing a lump sum payment of $29,000 to the operation of 
Island Inquiries for each of the following fiscal years 
1983/1984, 1984/1985, and 1985/1986. During the 1982/1983 fiscal 
year the Federal Government contributed $10,000 to the operation 
of Island Inquiries and contributed a further $3,000 towards 


initial start-up and advertising costs. 


During the 1983/84 fiscal year the total operating costs of 
Island Inquiries were approximately $28,400. A detailed 
breakdown of these costs is provided in Table B. 

TABLE B 


ISLAND INQUIRIES —- A DETAILED 
BREAKDOWN OF APPROXIMATE OPERATING COSTS IN 


Operating Item Cost $ 
Salaries 322; 700 
(1) Telephone (Toll Free Number & 2,100 
Rental Charges) 
Printing (ie. Advertising & 1,500 
Other ) 
Travel 600 
Radio & Television 500 
Advertisements 
Office Supplies 500 
Postage 500 
TOTAL $28,400 


(1) Does not include long distance telephone charges 
incurred due to calling client back to provide 
information. 
Island Inquiries has been in existence for only a short period of 
time; consequently, it has handled a small number of federal 
inquiries. In its first full year of operation (1983/84), Island 
Inquiries handled 362 federal inquiries. The cost per call to 
the Federal Government was $80.00. 
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There are two reasons for this abnormally high cost per call. 
First, Island Inquiries is a relatively new organization and is 
not well known. As a result considerable person time has been 


expended on database development and promotional activities. 


Second, Island Inquiries is not operated on a "true" referral 
basis. Instead of connecting the client directly to the 
government depatment, the Operating Head, in many cases, is 
acquiring the information and relaying it directly to the client. 


This has increased telephone costs and consumed more person time. 


It 1s anticipated that the cost per call will decrease at a 
constant rate. As of August 1984 Island Inquiries has already 
handled ©92 federal inquiries in the current fiscal year 
(1984/85). On the basis of the federal inquiries dealt with so 
far in the current 1984/85 fiscal year, the cost is approximately 
$42.00 per call. With seven months remaining in the current 
fiscal year it is expected the cost per call will decrease 
Significantly. Further cost per call decreases will be realized 
by refining the tabulation methods of recording inquiries and 


ensuring that Island Inquiries has full switching capabilities. 


Island Inquiries is fully cognizant of the current cost per 
federal call. One Island Inquiry official indicated that a 
general assessment of the cost sharing arrangement may be 


required. 


2.3.2 Staff£f/Resources 


Island Inquiries is essentially a one person operation. The 
Operating Head of Referral Services is responsible for 
facilitating telephone requests, and the promotion of the 
Operation. Approximately 1.25 person years are provided in total 
by support services, the operational staff and the senior 
provincial administrator. The senior provincial administrator 


largely plays an advisory role. 
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The Operating Head of Island Inquiries is committed to providing 
a quality telephone referral service to the public. 


223 wom sata wBank 


The data bank currently being used by Island Inquiries LSha 
manual system. It includes a "Rollodex" card system which holds 
hundreds of entry cards assembled in alphabetical order and by 
key-word. An entry card may include information regarding a 
specific program, service, or organization. Each card has a 
brief description of a program, service or product, a contact 


name, telephone number and the name of the organization. 


In addition to the “Rollodex" system, the data base also includes 
other sources. The "Index to Federal Programs and Services 1984" 
(The Brown Book) is the most comprehensive source of information 
regarding the programs and services of the Federal Government. 
The Island Inquiries database also includes a plethora of 
directories, brochures, newsletters, departmental reports, and 
newspaper and magazine clippings used as additional sources of 


information. 


Island Inquiries officials believe they are ultimately 
responsible for maintaining and updating the data base. As part 
of Island Information Services, the operating head finds it easy 
to maintain and update provincial information, but has 
experienced problems in keeping abreast of changes to existing 
federal government programs and services and the introduction of 
new services and programs. Unlike the PEI government the Federal 
Government does not have a central mechanism designed to inform 


the public of changes in government services and programs. 


Island Inquiries has made considerable effort to approach 
regional offices of federal government departments to get listed 
on departmental mailing lists to counteract this problem. The 
Operating Head has been successful in developing a excellent 


rapport and professional relationship with representatives in 
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many federal government departments, such as: Health and 
Welfare, Supply and Services, Secretary of State, Veterans 
Affairs, Revenue Canada, Agriculture Canada, Consumer and 
Corporate Affairs, Department of Regional and Industrial 
Expansion, Employment and Immigration, Energy, Mines and 


Resources, and Fisheries and Oceans. 


Currently, the service's Operating Head expends anywhere from 


12-18 hours per week on database maintenance and research. 


The database is considered to be adequate for the types of 
inquiries dealt with on a day to day basis. As one federal 
government official put it “the service could have the ultimate 
database yet only get one inquiry". Along with federal and 
provincial government information, the database also includes 


some private sector information. 


2.3.4 Publicity/Access 


Island Inquiries has been very progressive in their approaches to 
promoting the service to the public. Although promotional 
activities are the official responsibility of the Senior 
Provincial Administrator, the Operating Head has developed and 
implemented all the promotional activities, under the Senior 


Provincial Administrator's supervision. 


Island Inquiries has run advertisements in the newspapers and 
staff members have been interviewed on radio and television. In 
addition, Island Inquiries has conducted a poster and brochure 
campaign. Both of these items were strategically located in 
major “people traffic" areas such as government buildings and 
shopping centres. Examples of these items are provided in 
Appendix B. What is clearly evident is the reference to the fact 
that the service is jointly funded by the Federal and PEI 
Governments. Numerous stand up signs have also been developed 


and displayed in the foyers of government departments. 
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Island Inquiries is currently investigating the idea of inserting 
a promo-letter in the telephone bills of PEI residents. If 
implemented, well over 80% of public will be contacted. 


Island Inquires has not taken any direct measures to determine 
the impact of their promotional activities. However, during and 
after an advertising campaign, the Operating Head handles 


substantially more calls, according to recorded information. 


Promotional efforts are authorized by the Senior Provincial 
Administrator. Final approval, however, is still required from 


the Department of Finance and the Minister. 
2.020 Equipment 


Island Inquiry staff currently uses a Northern Telecom SL-l 


telephone system. 


The service has a very limited switching capability. According 
to the Operational Head, switching is only available locally 
through the 566 exchange (Charlottetown). 


Island Inquiries provides a toll free number to citizens outside 


the Charlottetown area. 
2.3.6 Liaison with Canada Service Bureaux 


Liaison with Canada Service Bureaux and other organizations is 
the offical responsibility of the Senior Provincial 


Administrator. 


There has been little interaction and communication with Canada 
Service Bureaux officials in either Moncton, New Brunswick or 
Halifax, N.S. Island Inquiries personnel have contacted Canada 
Service Bureau in Halifax for information, with a level of 


success. 
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It should be pointed out that the Operating Head of Island 
Inquiries spent some time at the Canada Service Bureau in Halifax 


and New Brunswick Inquiries for training. 


2.3.7 Liaison with Federal Government Departments 


Since its inception almost a year ago, Island Inquiries has 
expended considerable person time building a positive 
relationship with federal government department personnel located 


on Prince Edward Island. 


Federal government departments are contacted on a regular basis 
to keep abreast of changes to departmental services and programs. 


This fact was confirmed by federal officials. 

2.3.8 Federal Identity 

Once sufficient time is given to establish nature of the inquiry 
the Operating Head informs the client that it is either a Federal 


Government or Provincial Government matter. 


Federal Government participation in the Island Inquiries services 


is very visible on all promotional materials provided. 

2.3.9 Language Capacity 

Both the Senior Provincial Administrator and the Operating Head 
are fluently bilingual. They are committed to providing a 


quality bilingual service. 


Although a bilingual capability exists only a small percentage of 


callers require service in French. 


To date no citizens have expressed any concerns about the ability 


of Island Inquiry personnel to deal with French inquiries. 
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2.3.10 User Survey 


DPA conducted a survey of the user community in Prince Edward 
Island to determine the level of awareness and level of 
satisfaction with Island Inquiries. A total of thirty-two calls 
were made to complete 15 user questionnaires. Although not a 
large or statistically meaningful sample the responses provided 


were sufficient to develop a consensus of opinion. 


Each of the users indicated that they were extremely satisfied 
with the level of service provided by Island Inquiries. In fact 


all users felt it is an "essential service". 


Sixty-seven percent of the users contacted were aware that they 
were receiving assistance from the Federal Government. Of these 
users 80% were informed by Island Inquiries that the Federal 


Government would be assisting them. 


Forty percent of the users did not talk directly to the 
appropriate federal government representative. Rather the 
information they requested was obtained and relayed to them by 
the Operating Head of Island Inquiries. 


Despite the various promotional activities initiated by Island 
Inquiries, 33% of the users contacted heard about the service by 
“word of mouth". Sixty-seven percent of the users felt Inquiries 


should increase advertising and promotional activities. 
2.3.11 Federal Government Representatives Survey 


DPA conducted a survey of representatives of Federal Government 
departments to determine their awareness of the service, extent 
of their liaison with the service, and the impact of the service 
on their activities. Five federal government representatives 
were contacted from the following departments: Health and 


Welfare, Revenue Canada - Taxation, Secretary of State, Energy, 
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Mines and Resources (Conservation and Renewable Energy), and 


Consumer and Corporate Affairs. 


All federal government representatives were aware of Island 
Inquiries. In fact, all had met the Operating Head of Island 


Inquiries personnally. 


All federal government representatives have provided Island 
Inquiries with information. Island Inquiries is on the mailing 


list for each of the departments contacted. 


One federal government representative objected strongly to the 
role of Island Inquiries in information dissemination. Island 
Inquiries, in many cases, researches the information and provides 
it directly to the client instead of referring the user to the 
appropriate government department. This practice, however, did 
not seem to be a matter of general concern and was not commented 


on unfavourably by any of the users surveyed. 


Overall, it is felt that the telephone referral services has not 
affected, in any way, the operation of the Federal Government in 
terms of increased workload. The number of calls or number of 

staff members has not increased as a result of the establishment 


of Island Inquiries. 


Each of the representatives interviewed felt Island Inquiries is 


providing an excellent service. 
2.3.12 Summary 


Although Island Inquiries was officially established, as a result 
of the agreement between the Government of Canada and the 
Government of Prince Edward Island, on December 1, 1982, it has 
only been offering referral services to PEI residents for 


approximately one year. 


Despite the abnormally high costs per federal inquiry in fiscal 
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year 1983-84 there are signs that these costs are decreasing very 


rapidly and in a constant fashion. 


Island Inquiries has also developed very rapidly over the past 
year of operation. The data base is adequate for the nature of 
inquiries dealt with on a day-to-day basis. Considerable success 
has been achieved in developing a mutually rewarding and 
professional relationship with federal government representatives 
for purposes of database development. As well, the Operating 
Head and Senior Provincial Administrator have developed and 
implemented several progressive promotional activities to 
increase awareness of Island Inquiries in such a relatively short 


period of time. 


The user community are very satisfied with Island Inquiries and 
consider the service it provides to be an “essential service". 
Federal government representatives are equally pleased with 
Island Inquiries but expressed some concern about the role of 


Island Inquiry in information delivery. 
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2.4 Canada Service Bureau — Winnipeg 


The Service Bureau in Winnipeg is well managed and the manager 
has made numerous attempts at developing a recognized, regular 
liaison arrangement with the Citizens Inquiry Service (CIS). The 
relationship between the Bureau and the Inquiry service, while 


still fairly remote, is friendly and cooperative. 


The Bureau perceives part of it's liaison role to respond to CIS 
when calls are received concerning federal services, where CIS 
are unable to respond. The only area where CIS enquiry calls are 
referred to the Service Bureau is when information on 
publications available free of charge is requested. Such 
references are limited in number. The Bureau staff expressed the 
view that, in terms of service to the public, CIS should refer 
more enquiries to them where CIS is uncertain. When uncertain of 
the referral CIS researches the information via established 


liaison procedures. 


The Bureau maintains an excellent, in-depth data bank and works 
consistently to up-date the information. Copies of data bank 
information were supplied to CIS on request. A brief 
experimental period was used recently to develop the data bank 
for computer use, but the WANG computer was withdrawn, apparently 


to reduce Centre costs. 


There were several examples evident where there appeared to be a 
lack of close cooperation, or where duplication of effort existed 
between the Service Bureau and the Citizen Inquiry Service e.g. 
both groups approach the same federal representatives separately 
for data bank up-dating. There are, however, some historic and 
some practical reasons presented for the lack of close 
cooperation which are dealt with further under Section 2.5 


Citizens Enquiry Service. 


The Winnipeg Bureau is primarily a walk-in centre, located 
ideally in a well travelled mall area at one of Winnipeg's 
busiest downtown locations. The nature of the work has, to some 


extent, dictated the type of data bank information developed. 
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This aspect of the data needs of the two organizations is covered 


also in Section 2.5 following. 


The Winnipeg Service Bureau is unique in that, so far as could be 
determined, it is the only Bureau not providing telephone 
referral services to federal departments. With justifiable 
pride, the staff demonstrated the completeness of their data bank 
and, to some extent, questioned whether the CIS data bank was as 


complete. 


The Bureau manager expressed concern over complaints, emanating 
from Ottawa, that had been received concerning the French 
language provision of service by CIS. This issue is covered 
fully in Section 2.5, but is commented on here as an example of a 
Situation where the Bureau manager was attempting to provide 
assistance/advice to CIS. The office maintains four bilingual 


staff who work different shifts. 


It should be stated however, that the work of CIS was 
acknowledged and any comments that questioned the levels of 
service etc., were directed toward providing a maximum response 
level to the needs of the public for effective and efficient 


access to federal government services. 
2.5 Manitoba - Citizens Inquiry Service 
The administrator, supervisor and staff of the Citizens Inquiry 


Service were interviewed. In total, the following interviews in 


Manitoba were conducted in person and by telephone: 


Unsuccess ful 
Interviewees Completed Interviews Interview Attempts 
Bureau Manager, | uy = 
Provincial inistrator a - 
CIS Manager 1 s 
CIS Staf B. - 
CIS Users... , “yi 48 
Federal Officials 9 4 
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Before presenting the findings under the specific headings 
indicated in the introduction to Section 2.0, a brief outline of 
the history of the Citizen's Inquiry Service (CIS) may help in 
lending a perspective to the Manitoba situatiqn. 


In 1970 the Manitoba government initiated a toll free service for 
residents of Manitoba to provide better access to government 
services. Because of the high level of calls requesting referral 
to federal services, an approach was made, in 1971, to the 
federal government for a shared funding arrangement. At that 
time the federal government was not responsive to a shared-cost 
arrangement. The Manitoba government paid for, and installed, a 
direct line to the Information Canada office in Winnipeg and 
actively developed a federal services data bank by establishing 


liaison with federal departmental representatives. 


In 1978, through the efforts of the Task Force on Service to the 
Public, a cost sharing arrangement was negotiated and development 


of the "Blue Pages" was undertaken. 


This brief outline of the sequence of events plays a significant 
part in explaining the rather independent stance adopted by CIS, 
in relation to its dealings with the Winnipeg Service Bureau 


staff. 


(a) Agreement Costs 


Under the current agreement (see Appendix F), dated the lst of 
May, 1984, the Government of Canada agreed to pay up to $90,000 
annually, in quarterly payments. The sum was not to exceed 50% 


of actual operating costs for CIS operations. 


For 1983/84 the Federal government share was $80,000 with total 


costs reflected as follows: 
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CIS - Detailed Breakdown of 
Ope: 


February 23, 1984 
CITIZEN'S INQUIRY SERVICE 


Actual Actual 1983/84 

1981/82 1982/83 Actual @ Estimate to 

$000 $000 Jan. 31/84 Year-End 
6.00 7.00 7.00 7.00 
ape 92.0 99.1 122.9 


Other Expenditures: 
Office Equipment 


Rental 2e4 el -2 ~3 
Stationery Supplies 2.6 2.0 2.8 3.2 
Telecommunications 25.26 38.0 38.8 49.3 
Sub-Total Zee 40.1 4y..8 52.88) 
Capital Pee Ted 2) 
Total 105.5 145.8 140.9 188.8 
Federal Share 51.0 Lo gee: 80.0 


NOTES: (1) 


(2) 


Actual and estimated expenditures only include those items 
that are an actual cost against the programs appropriated 
funds. Not included each year are: 

a) Salaries: Wages paid to a summer student under the 
Provinces S.T.E.P. program or value of 
employee benefits. ae 

b) Other Expenditures: Overhead costs such as utilities, 

rental of premises, taxes Or 
insurance. 


Costs incurred 1982/83 relate to re-location and renovations 
to premises including installation of visual ear equipment. 
This year, to improve data base development, a Micro-—Computer, 
Printer and Work Station has been ordered and the estimated 
cost is Si3c ik. 


The 1984/85 costs have been estimated at $212,700 with salaries 


accounting for approximately $160,000 of the total, witha 
maximum federal share of $85,000. 


The cost per enquiry was $1.20 in 1982/83 and rose to $1.44 in 


1983/84. Despite a 20% increase in the cost per call, the CIS 


costs to the federal government remain the lowest of the four 


agreement areas. 
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(b) Staff Resources 


The full time staff resource level for CIS, as reflected in 
agreement costs, totals 7 PY‘'s. In addition, the Director, 
Executive Council, Information Services provides overall 


management of CIS functions. 


The~ staff distribution as: as follows: 


PY's 
Manager, CIS 1 
Data Bank Development 2*. (5 hours daily) 
Enquiry Officers 4 
* Relief on Telephones et) (2.5 hours daily) 
7 


The majority of the staff have been employed over an extended 
period and on-site observation confirmed that they are 


knowledgable and effective in dealing with the public. 


The supervisor has been involved with the operation since 1976, 
has managed it since 1979 and assisted the Centre for Service to 
the Public, by helping to train enquiry staff in other referral 


centres across Canada. 


(c) Data Bank 


CIS has developed and maintains an extensive data base involving 
the better part of 2 PY's. The data base of federal government 
services was initially started back in the early 1970's, before 


the shared-cost agreements were implemented. 
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A variety of means are used to up-date the data base - news 
clippings, federal government brochures, personal liaison with 
federal officials etc. Samples of the data base pages are shown 
in Exhibit 2.1 following. In addition, Rollodex cards provide 
more direct telephone referral data. The combination of data 
bank information enables the enquiry officers to respond directly 
to information needs (e.g. new federal cabinet appointments, 
federal riding members etc.) or to direct referrals (providing 


name, telephone number or direct switching). 


One area of question that emerged was the recognition that two 
very Similar data banks were being maintained in Manitoba - one 
federally and one by CIS. The argument presented was that the 
federal data bank was designed for visual use by walk-in 
clientele whereas the CIS data bank was developed to respond to 


phone enquiries (i.e. quicker access). 


It is the judgement of the study team that the historical 
evolution of CIS is the main inhibiting factor in development of 
a closer, more integrated sharing of a common data base. 
Cost-sharing is continued through annual agreements with little 
long term partnership dynamics evident. The CIS staff view the 
provision of information on federal services as a necessary 
service to the public of Manitoba. As this view was held prior 
to cost-sharing, it would undoubtedly endure should cost-sharing 
cease, thereby strengthing the argument for continuing to 


maintain the CIS historical data base approach. 


Conclusions and recommendations on data bank management are 
contained in Section 3.0. The impact on federal government 


resource expenditure is commented on in (g) following. 
(d) Publicity/Access 
In active promotion terms, the CIS promotional activities tend to 


reflect an organization that has been in operation for over a 


decade. The last significant promotion to increase public 
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awareness was the introduction of the Blue Pages in the telephone 
directory, where the CIS number is prominently displayed under 


the federal government section. 


The director, Information Services, stated that wherever and 
whenever new programs are announced, the CIS number is included 
in program promotion. As announcements of federal government 
programs are beyond CIS control, the study team concluded that 


the Director's remarks referred more to provincial programs. 


However, examples were found where the CIS number was quoted in 


material produced by federal government sources. 


Also the survey results under (j) following, did confirm that 
through a variety of means, the Manitoba users are aware of the 


referral services and the federal participation. 


It 1S interesting to note that in the breakdown of costs fof CIS, 


no funding is identified for promotional use. 


(3) Equipment 


CIS utilizes a Logic 10 with 10 line capacity. Of the 10 lines: 


6 are incoming, with 2 reserved for toll free 

and 2 others with pick up capacity 
1 line is private outgoing (to obtain information) 
1 line is for holding calls 


2 lines are reserve (blank) 


CIS have switching capacity which is normally used only for toll 
free calls. Local calls are provided referral information unless 


there are special circumstances involved. 
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(£) Liaison with the Service Bureau 


Both the managers of the CIS and the Service Bureau acknowledged 
that liaison did occur over matters requiring direct action (e.g 
changes to the presentation of statistics, or administration-type 


issues under the agreements. 


The CIS manager, however, made if clear that, as CIS was an 
Operation that had coped adequately for over a decade, and as she 
had been used as a training resource for other referral centres, 
there were few occassions where a need for liaison arose. When 
questioned about joint data collection, the CIS manager 
maintained that their data needs, while similar in source, were 
different in level of detail. It was claimed that the workload 
demand on federal officials was minimal. CIS resources are 
extremely limited due to scope and number of enquiries handled. 
The CIS manager indicated that the Canada Service Bureau on the 
other hand has a different demand placed on its resources and is 
able to spend more time to do in-depth research for their 


clients. 


The study team noted that both Managers were competent, but held 
different objectives. From the federal government perspective 
there is an identified need to ensure that the CIS is effective 
and meets the level of service standards and that the federal 


identity of services provided is recognized by the public. 


From the CIS - indeed the provincial government management — 
viewpoint, the CIS had recognized the need to serve Manitoba 
citizens for all levels of government services needed, and had 
developed high standards of service, six to seven years before 


federal funding was made available. 


In summation, both parties to the agreement acknowledged the 
value of liaison and to a limited extent are exchanging views and 
information. It is the type of liaison initiated by the CSB that 
has not been mutually accepted to a fully satisfactory degree. 
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(g) Liaison with Federal Departments 


Liaison with federal government representatives is maintained on 
a regular, but unscheduled basis and operates both from and to 
CIS ° 


CIS develops material for the data bank from a variety of 
sources. Draft copies of revised or new data bank information 


are referred to federal representatives for verification. 


Reviews of departmental information are conducted approximately 
annually to ensure a formal update of the data bank is achieved 


on a scheduled basis. 


All of the federal representatives who were called were aware of 
both CIS and the Service Bureau. All claimed that the workload 
on them was minimal, largely due, in their opinion, to the 
excellent background work done by both groups. All 
representatives notified both CIS and the Service Bureau when 
changes occurred. Most referred to the CIS manager and the 
Bureau manager on a first name basis indicating a continuing 


information exchange was occurring. 
(h) Federal Identity 


The federal identity for referrals to federal services provided 
some interesting insights. As is indicated in (j) following, all 


users were aware of the fact that they had used federal services. 


The CIS number is prominently displayed at the beginning of the 
Federal Government section in the Blue Pages, without reference 
to any joint participation. From various sources this is 


interpreted as a federal number to call. 


An interesting sidelight which, in Manitoba, denotes a federal 
service is the CIS greeting "Citizens Inquiry Service —- Bonjour" 
- the use of French denoting federal services to a number of 


users. 


3° 


gh 


ea: When: 164) s : aon "mk ts ‘aunty eri 
\ ; « ‘. ry Ml Y Fab ~4 7 | 
M S Lu th 7. ae a 


SOL Lena Rat ie avi do an 


eee - 


tor, dee 
cd paeh weet .) (vie Lent ae yign> Pat 
rege. Boneless: os een 


cers 6 ae eee Linsctens mo on a 


echin aos | 


nee 


4 


& \ Sit Dae i See” 
t pete 4 tex fet 6 fat a om ects PIC + és load oa ” loys: 7 
- 5 = 7 aa iy i 
. a rae ” 
; 1 ite Wits me WN BESS Pe Ue fariehad aes (Fes 4 
4 \ ¥ } — et mel ie Pe es eal 
td ii : ) 0) ny / Seva ATS THI a3 ] ia 
Pe Ge he }% ,onm \ Aa Li Lanes Aged pretka y ae 
} f » Aa 
? ov = 
bt : 4 ‘ ”% ce pe Ln v2) aL, Eat Mal 
, iy ; re ? i ny! 
) 
i i) es 
- +) ee f ‘| ni 
. : $ eT 
WoO 
‘ 
! 
. j ’ a 7 Ta) j 
f A I oe 
es i ’ ] i a iv ’ Pi 
zt ‘< ; 
; } A ¥ f + 4 i “hy 
i 
) 
: Pa me ,e eA 
} f iy Ws 4 i; ‘4 LL ee 
; Aye 
my iw 4 t a? ee wees ame ae Ty Hae SE wey 
P Pt he rik ; <¢ ye n> sf ( f RE 2 C44 “fte } Te fi, aah 9 
lisa od aedwn teehee ae bese 
; ‘@a { - 
wv : i igs a 
‘ | verte . a ' o ee. e — rye 
2) £ 2S 00nen es FG A o8a phd ue A) dita sible onit-tenn 
A ; 
i 4 . or a a , re a? rise t rye - 
Le 1 Wwivied YR net zi td 8 a bal sen peng aap only 8 
d 
| 20 {Sei BO Ge vines a Je2 abet wut shell evste, 
yn : 
Wy 
. J 
i 
+? 
or i { : 


7 in i. ie i i : i 
oe 73 a — = aT > 2 Va 


In federal program material the CIS number is provided, 
frequently labelled as a federal-provincial service. However 
Exhibit 2.2, which follows, is an explanation of CIS services. 
The federal participation while acknowledged, is not readily 
apparent. 


Earlier in this section, reference was made to the limited 
promotional effort currently occurring. If any new promotional 
thrusts are considered, the question of federal services 


viability should be assured. 


In summary, the study team was assured that users of the services 
were aware of federal identity. The study team have no idea, 
however, whether there are areas of the public who are unsure of 
how to reach federal services. The introduction of the Blue 
Pages, and the insertion of the CIS number with the federal 
government listings assisted in ensuring that federal services 


are recognized. 
(i) Language Capacity 


From three vantage points CIS was seen to provide service in the 


two official languages: 
a. four of the seven staff are bilingual; 


b. service in both languages was observed by the study team 


during an on-site survey; and 
c. users, contacted by the telephone survey, had received 


service in both languages. 


In addition CIS have staff who speak Cree and the Slavic 


languages - an important consideration in Manitoba. 
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EXHIBIT 272, 


MANITE=BA 


SERVICE DE RENSEIGNEMENTS CITIZENS’ INQUIRY SERVICE 
511 — 401 York Avenue 


AU PUBLIC 40 é 
511-401, avenue York Winnipeg, Manitoba 
Winnipeg, Manitoba R3C OV8 
R3C OV8 : : Telephone: (204) 943-3744 
Téléphone: (204) 945-3744 Toll-free within Manitoba 
Sans frais, du Manitoba 1—800—282-8060 
1—800—282-8060 


CITIZENS* INQUIRY SERVICE 


The CITIZENS' INQUIRY SERVICE, as the government's central telephone 
inquiry centre, reports directly to the Executive Council. 


The CITIZENS’ INQUIRY SERVICE was established in 1972 to provide direct, 
two-way communication between the government and the public. C.1.5. 
provides a toll-free service to persons anywhere in the province who are 
seeking information on government programs or policies. 


The service is not intended to usurp or interfere with the functions of the 
government switchboard operators, Members of the Legislature or ombudsman. 
It is not an advocate of government policy nor does it become involved in 
political matters. 


The system is designed to make information available without charge. The 
service provides clients with information; transfers calls to departments 

or agencies when this is possible; provides appropriate telephone numbers 

or recommends other sources of information. The service also maintains 

liaison with other levels of government and private agencies and makes referrals 
to these organizations when appropriate. 


The service operates from 8 aem. to 5 pem., Monday through Friday. 


In June, 1978, the C.I.S. assumed the role of central inquiry for federal 
government departments and agencies in the province. C.1.o. inguiry officers 
will provide information when possible and provide the phone numbers of 
appropriate departments and agencies. 


The phone numbers for the CITIZENS' INQUIRY SERVICE are: 


In the City of Winnipeg - PLS-3 7 LL 

Outside Winnipeg — 1-—800—282-—8060 
Written inquiries should be sent to CITIZENS' INQUIRY SERVICE, Room 511, 
Norquay Building, 401 York Avenue, Winnipeg, Manitoba, R3C OPS. 


Citizens' Inquiry Service provides a bilingual service in both English and 
French. 


The service is also equipped with a Visual Ear for communicating with the 
hearing impaired. For users of a Telecommunications Device for the Deaf 
(TDD), the phone number in Winnipeg is 94§-4796. 
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There was concern expressed at Centre headquarters level, Bureau 
level and CIS level, that complaints had been received on a lack 
of service in the French language. As far as could be determined 
only two or three complaints had been made, but even this limited 
number was cause for concern. The Director, Information Services 
and the CIS manager both stated that French language capacity is 
always available, but acknowledged that, on occasion, a French 
speaking person might be placed on hold for several minutes until 


a bilingual operator was available. 


The study team concluded that service in both official languages 
was being provided and CIS management were anxious to ensure a 
high level of service in the official languages and, indeed, in 


other predominant language areas within the province. 
(j) User Survey 


CIS had, as requested, developed lists of users who were willing 
to be interviewed by the study team concerning CIS and referral 


to federal government services. 


From the listings, 85 calls were made in an effort to ensure that 
an adequate sample of opinion was obtained. A disappointing 37 


persons were actually reached. 


Of the 85 calls that were made in mornings, afternoons and 
evenings over 50% (56) were either not answered or the person 
listed was unavailable. Fifteen of the people contacted had 
either changed their minds on responding or could not recall the 
use made of CIS services or government services. It is worth 
noting that for the latter group a simple question of wanting to 
know an MP's name, or similar small piece of information might 
not be recalled. Due to the time delay (the survey was September 
19-21) - the survey and interviews were conducted nearly a month 
later on October 16th and 17th. 
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This delay was occasioned when it was learned that the proposed 
visit to Manitoba coincided with the Royal visit and the study 


team was requested to postpone the evaluation study visit. 
Of the sample tested: 
a. 78% had used the CIS referral system more than once; 


b. of the 22% first time users, all had located the number 


in the Blue Pages; 


c. of the 22% first time users all stated they had been 
referred correctly, had received the information they 


required and would use the service again; 


d. all (100%) of those interviewed were aware that they had 
received federal government services and the majority 
cited the federal section of the Blue pages as the means 
by which they were aware of the federal identity (in 
fact the majority did not know CIS was both federal and 


provincial); 


e. 27% of the survey respondants used toll free services 


and were switched directly to federal services; and, 
f. 100% of the sample welcomed the service and there were 
no suggestions for changes or improvements. 
While the survey was more limited than the study team would have 
wished, an extremely high percentage of users: 


. had used the CIS referral system more than once; 


. knew they were receiving federal government services; 


and 
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- expressed complete satisfaction with the service. 


This indicates positively that the CIS referral service is an 
important and necessary service that does provide access to 


federal services. 
(k) Federal Government Survey 


The survey of federal officials was conducted to determine the 


extent of their involvement with referral services. 
In the majority of cases the officials were designated to: 


- provide information or to verify information for use 


in the data banks of CIS and the Service Bureau; and 


. to serve as providers of information where CIS needs 
assistance in tracing federal programs or services to 


meet user needs. 


Attempts were made to survey 13 federal officials. Actual 


interviews were held with 9 designated officials. 


In 100% of the cases, the officials commented favourably on the 
work of both CIS and the Service Bureau. The issue of 
duplication of work was dismissed by all the officials, based on 


three main factors: 


a. not one of the officials believed that the level of 
workload from both organizations caused any problems and 


they were unable to determine any detrimental effects; 


b. the nature of the enquiries, while embodying the same 
basic data, was sufficiently different, in their 


opinion, to justify separate approaches; and 
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c. most of the enquiries involved verifying material 
already developed in data bank format, thereby involving 
a minimum amount of research and preparation by the 


officials concerned. 


Of those officials (approximately 75-80 percent) who initiated 
change (names, telephone numbers, etc.), the feeling was that 
both CIS and the Service Bureau responded promptly and accurately 


to submitted material. 


The officials interviewed were divided equally between those who 
also received user public calls and those whose duties were 
mainly as contact persons for data base changes. Of the 50% 
handling public user calls, all were satisfied that CIS referral 
was a needed service, particularily for toll calls where 
Switching was utilized. They all felt that the referral service 
did not affect their costs or volume of work, mainly on the 
assumption that the public would be seeking their services by 
whatever means. A minority of officials expressed the view that 
without CIS some other toll-free arrangement would be needed to 


service adequately the rural citizens in Manitoba. 

(1) Summary 

The study findings, in summary form indicate that: 
- both CIS and the Service Bureau maintain data banks, 
but there is a generally accepted view that they serve 
different purposes; 
.- the public, through serveral means, recognize the 
identity of the federal government services when seeking 


interviews; 


. the volume of calls through CIS, in total and for 


federal services has increased in recent years, 
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indicating growing public awareness, though the rate of 
increase may indicate a need for further promotional 


effort; 


. the cost per call, while roughly 20% higher over 1982, 
is still a cost efficient average for referral services, 


based on costs for other options; 


. the need for a capacity to provide service in the two 
official languages is recognized and met, despite past 


isolated incidents; and 


. liaison with federal services is sufficient to meet 
information needs, but is less active with the Service 


Bureau in program administration terms. 


The conclusions and recommendations concerning Manitoba CIS 


operations are contained in Section 3.0, later in this report. 
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2.6 Yukon Inquiry Centre 


The Yukon Inquiry service is a small operation, providing 
referral services to federal government offices in Whitehorse, 
Yukon Territory. The three major departments - Indian Affairs, 
Employment and Immigration and the RCMP - account for over 803 of 


the total volume of telephone referrals. 


The Chief, Public Affairs, is the administrator responsible for 
the provision of referral services. The actual operation of the 
referral services is handled by one person, who also provides 
central reception services in the Yukon Territory government 


building in Whitehorse. 


Persons Interviewed 


Administrator 1 
Inquiry Officer } 
Federal Officials 4 
Inquiry Centre Users 7 


Details on the operation are as follows: 
(a) Agreement Costs: 


The current agreement with the Government of the Yukon Territory 


provides for an annual paymemt of $15,000 for referral services. 


Based on 1983-84 level of 3,251 calls —- the cost per call 
averaged $4.61 compared to an average of $3.73 in 1982/83, or a 


20% increase. 


Some difficulty was experienced in obtaining cost of operation 
figures, but in discussion it was stated that salaries and 
administration costs would be approximately equal to the federal 
contribution. The argument was made that telephone costs could 


not be broken out easily and this argument was also used in a 
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March 22nd letter from Mr. Senger, the Administrator to the 
Centre Management. If the assumption of $3.00 average per long 
distance call, the 784 calls claimed, would total over $2300,00 


additional to the other administrative costs. 


Conclusions and recommendations on the cost aspects of the 
agreement are contained in Section 3.0 following later in the 


report. 


(b) Staff Resources 


The direct staff resource consists of one full time 
receptionist/telephone operator. This person has been with the 


system since its inception and is extremely knowledgeable. 


The administrator would devote a maximum of 10% of his time to 


telephone referral matters. 


A part time, bilingual operator is used to provide for holiday 
breaks and other limited time periods as determined by the 


administrator. 


On-site examination indicated that, between active receptionist 
duties and telephone referral, the one — person operation is an 
extremely busy function, possibly close to requiring an 


additional PY in the near future. 


(c) Data Banks 


The Yukon Inquiry Service data bank is limited in scope, 
utilizing mainly the names and numbers of Federal Government 


officials by various programs within departments. 


It was obvious however that the present inquiry officer is 
extremely knowledgable of both programs and officials operating 
federally in the Territory. 
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Changes to the data bank are relayed and recorded on an ad hoc 
basis, but in a small community of government workers it was 
obvious that the "grapevine" nature of the communication net is 


effective. 


The inquiry centre does not have any connection with the nearest 
Service Bureau in Vancouver and the data bank maintained is 
elementory in nature. However, based on the nature of the calls 
and the responses provided (determined on-site by the study team 
member) the data bank currently maintained appeared adequate. 


(ad) Publicity/Access 


The Yukon Territory presents a rather unique situation in terms 
of the development of promotional activity. With only 28,000 
people and a vast, remote territory, information is passed 
through unorthodox means. As an example, many remote communities 


have only a single telephone or radio-—phone link to Whitehorse. 


On three separate occassions the study team were advised that the 
Inquiry Service number is posted prominently by available phones 
throughout the remote communities. When queried, it appears the 
posting in each case is through local initiative and in a variety 


of forms. 


Apparently some time ago notices on the availability of toll free 
services were distributed to key people and the information has 


spread. 


Another unique feature, covered in (j) below is the use of 
spokespersons who often conduct business with the Federal 
Government on behalf of others. This need for an intermediary is 


another factor in the access and use of the inquiry service. 


An interesting aspect to accelerated promoting of the 
availability of toll free access and the inquiry service 


generally, were the expressed concerns by the administrator that: 
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a. any dramatic increase resulting from greater publicity 
would cause telephone costs to escalate beyond budget 


capacity; and, 


b. the present staff levels would have to be increased to 


cope with significantly greater volumes. 


(e) Equipment 


The present equipment (Northern Telecom SL.1.) provides for three 
incoming lines and there is switching capacity that is used only 
for Zenith calls. The equipment is more than adequate for the 
volume of calls. The current problem of placing users on hold 
relates to the multiple roles played by the operator and has 
nothing to do with the equipment itself. 


(£) Liaison with Service Bureaux 


No liaison exists with the Vancouver Service Bureau and the lack 
of liaison was not perceived, by the staff, as an impediment to 


serving Yukon users. 
(g) Liaison with Federal Departments 


No officially designated federal officials were listed and the 
data bank information is developed on a continual, but informal 
basis. 


Four officials in DIAND, CEIC and Health and Welfare were 
contacted. All were aware of the referral service, and the 
operator by name. All claimed they kept informal links and that 
referrals made the Inquiry Centre were accurate and up to date in 


program service terms. 


Despite the informal nature of the liaison, the small community 


dynamics seemed more than adequate to ensure up-to-date access to 
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available services was maintained. 
(h) Federal Identity 


The user survey, and talks with local people, indicated that the 
predominance of the Federal Government in Yukon affairs poses a 
minor problem of clear identity between the various programs. As 
employment, native affairs and the RCMP are three key activity 
areas, the federal identity through the referral centre is 


clearly understood. Other programs are less clearly identified. 


The predominant need for a spokesperson in Yukon native languages 
often means federal referral calls are switched to Yukon 
Government administrators initially - and then to federal 


services sources. This appears to blur the federal identity. 
(i) Language Capacity 


During the field interview stage, the telephone was manned by a 
replacement part-time operator, who was a Francophone, fully 
bilingual. Apparently the regular operator has sufficient 
fluency to be able to assist in the French language, but due to 
the absence of the full-time operator, the study team member was 
unable to verify this fact. 


It 1s accepted that services must be available in the two 
official languages but, based on the evidence, there is an 
absolute minimal requirement for the French language which 
appears to be satisfied by the level of language capacity 


available. 

(3) User Survey 

To the dismay of the study team member, only seven names of users 
were provided. Fortunately all seven were available and were 


interviewed. 


The reason for the small number was explained as due to: 
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. the very busy phone circuits which made it difficult 

to allot time to explaining the program etc; and 

. the apparent reluctance of residents to get involved. 
Despite the small sample size the responses were overwhelmingly 
constant : 

- 100% knew they were using federal services; 

100% were repeat users; 
- 100% stated that before the Centre operated they had 
great difficulty reaching Federal Government 


departments; 


- approximately 50% acted as intermediaries for rural 


citizens; and 


100% received the services they required by being 


accurately and quickly referred. 


The only comment for change was a suggestion from three of the 
seven that the hours of operation might be extended, as their 
daytime work made telephoning difficult. . 


Discussions with local people (approximately 10) indicated that 
the Inquiry Centre is known and is used, even by Whitehorse 
residents. All casual contacts spoke highly of the inquiries 
officer who handles the calls. 


(k) Federal Government Survey 


As indicated earlier, no officially designated persons within the 


Federal Government provide formal liaison. 
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However, four officials were approached (based on earlier visits 
to Whitehorse by the study team member) - two from Indian 
Affairs, one from the RCMP, and one from CEIC. All knew of the 
Inquiry Officer and all had provided information to the Inquiry 
Service on an ad hoc basis. All stated that referrals were 


accurate and within quick time limits. 


Given the communal aspects of the various government levels in 
the Yukon, the excellent rapport developed by the inquiry officer 
appears to meet the federal government officials’ need for 
liaison and appears to result in an adequate exchange of 


information. 


(1) Summary 


The Yukon Inquiry Centre is a small, but busy operation where the 
success of the operation seems to depend, almost too heavily, on 


the dynamics of the incumbent enquiry officer. 


The traffic volume at the reception desk in the Yukon government 
building, from on-site observation, seems close to a saturation 


point for a one-person operatiam. 


The costs of the service to the Federal government are minimal, 


with an adequate level of service being provided. 


Federal identity is not a significant issue and the users were 


all aware of having received federal services. 
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3.0 CONCLUSIONS AND RECOMMENDATIONS 


The conclusions and recommendations, based on study findings, 
have been developed under the five major evaluation issues, and, 


within each issue by the evaluation questions. 


While this approach may make for a slightly more cumbersome 
presentation style, it has been developed to ensure that all 
aspects of the evaluation framework have been responded to as 


fully as possible. 


As the findings were developed under the 11 headings covering all 
aspects of the study, Section 3.0 detail has been kept to broad 
statements of conclusions. Recommendations follow each 


conclusion area, where appropriate. 


3.1 Evaluation Issue #1 -— To what degree is the public aware of 


the availability of access to federal government services through 


the use of telephone referral provided under federal/provincial 


aagreements? 


3.1.2 What level of promotional effort is undertaken, and by 
whom, to enhance public awareness of the availability of federal 


services and with what effect? 


Promotional activity varied across the four study areas, 


dependent on a number of factors: 


light activity where the programs have been in place 
and response has been good (Manitoba/New Brunswick) 


- heavy activity to enhance awareness of system where 


volume is currently small (PEI) 


. light activity due to concerns over budget and small 


community dynamics (Yukon). 
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In general study terms, promotional activity also varied as to 
the level of the federal participation and in the kinds of 


promotion undertaken. 


It was concluded that a more consistent, regular approach to 


promotion be considered. It is recommended that: 


Recommendation 1 -— A review of all planned and present 
promotional material be conducted by the Centre staff to 
ensure that federal government identification and text 


content are suitably developed. 


Recommendation 2 — Future negotiations of agreements 
ensure that a percentage of funds are allocated for 


promotional activity. 


3.1.3 What access information is provided at the point of 


access and at the point of referral? 


The study team concluded that no clear federal identity is 


provided at either the point of access or referral. 


Federal government departmental practices are varied and 


frequently unclear as to the federal nature of the services. 


The referral services usually do not stress either provincial or 


federal identity. 


However, where Blue Pages exist or clear federal listings exist, 
the referral centre number is prominent and creates an awareness 


of the use of federal services. 


The user surveys indicated that virtually all users were clearly 


aware that they had gained access to federal services. 
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No specific recommendations are warranted but the review, 
specified in Recommendation 1, should include a review of 


referral centre numbers in telephone directories. 


3.2 Evaluation Issue 2 - In what ways, and to what degree, have 
the data bases on available federal services, and the application 
of standards-—of-service levels, been developed and utilized under 


the federal/provincial/territorial telephone referral agreements? 


3.2.1 To what extent are federal data bases used on an "as-is" 


basis by referral centres? 


The study team concluded that the data banks developed by the 
Service Bureaux are not used on an "as is" basis by any of the 
referral centres under study, as a sole means of reference. The 


directory of federal services is used on a limited basis. 


The federal data bank in Manitoba was supplied to CIS upon 
request and no doubt provided some background, but even there, 
two separate data banks have emerged. 


The conclusion was that telephone referral needs for information 
differed in text length, depth of data needed and mechanical 
means of reference, from the data banks maintained in the Service 


Bureaux. 


No specific recommendations are considered possible, but the 
Centre staff can be assured that all study data indicated the 
referral centres' data banks were adequate to ensure access of 
federal services. The user survey revealed that all persons 
surveyed had been adequately and properly referred to where the 


federal services existed. 
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3.2.2 What resource efforts at federal/provincial/territorial 


referral levels are expended on maintaining data bases? 


In global terms, the resource levels devoted to data base 
development and maintenance are difficult to assess with any 


level of accuracy. 


The Service Bureaux allocate specific resources, but as the data 
base is not used extensively by the referral centres, such 
resources are primarily for federal interests and were not 


included in the study. 


In Manitoba 2 PY's are predominantly used for data base 
development and maintenance representing about 25% of the 
referral centre resources. In PEI the 1 PY resource devotes 
considerable time, due to the relative newness of the service. 
In New Brunswick and the Yukon, data base maintenance is 


extremely marginal and impossible to estimate. 


Despite the different levels of effort, the overall conclusion 
reached by the study team (and borne out by the user survey and 
federal officials survey) is that the data banks are sufficient 


for the needs currently identified. 


However, aS in the case of promotional activity, it is 


recommended that: 


Recommendation 3 -— Future agreement negotiations 
should include a requirement for a clear, determined 
level of resource to be devoted to data bank 


maintenance. 


-s 
ws ove: 
7 agin = . 
wy . aaa de ; 
| ‘seen tab. #9, ‘Nibebneshs ie ra! S02 wabans any eis? abies ar 7 
fas, 44) SSS Gir Shae ih a6 Shittec top tra x ra 3s « Hifeaqmisvet " a 


7 r 


. 


Sever 


= t| 


3.2.3 To what extent are standards developed and utilized by 


referral centres? 


No formal standards were evident at any of the referral centres 


with respect to the handling of enquiries or use of equipment. 


All staff had received training. On-site observation confirmed, 


at ‘all four’ locations, that: 


. the staff were adept at discerning the nature of 
enquiries and in providing information with a minimum of 


delay; 


- the recording of statistical data on each call was 


done simultaneously with the call; 


. that switching of calls and/or calling other sources 
for information was completed with concern for the user 


and with clear explanations; and 


the volume of calls was sufficiently heavy that 
inquiries officers were constantly employed and were 


handling calls within tight time frames. 


The major concerns with the formal application of standards were 
to ensure a uniform and effective level of service to the public 


and an efficient utilization of resources. 


While, as stated, no formal standards were evident, the on-site 
observations revealed a high level of concern and response to the 
needs of the public. In efficiency terms, the volume of calls in 
Manitoba and New Brunswick indicated the resources were 
sufficient but were kept constantly busy. In the Yukon the 
combination of telephone referral and receptionist duties 


indicated that the 1 PY resource was barely adequate to cope with 
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the workload. In Prince Edward Island the referral centre has 
been in operation for a limited time and the 1 PY appeared 


adequate to meet the current needs. 


An example of the application of standards, through internal 
surveys, is shown in Exhibit 3.1. The CIS regularily utilize 
this service to ensure that they are aware of public reaction and 


have a time-control measure to assess. 


By using the proxy standard of workload and resources to measure 
efficiency the study team concluded that good levels of 
productivity were achieved and that the centres were providing a 
high standard of service even without more formal, stated 


standards having been developed. 


However, aS motivation and performance in service centres are 
often heavily dependent on the initiative and impetus of the 
supervisory/management staff, a more formal stating of 
anticipated levels of performance would provide new management 
staff, in the event of turnover, with guidelines and a means of 


assessment. Therefore the study team recommends that: 


Recommendation 4 — The Centre management, in concert 
with the Service Bureaux and the referral centres, 
develop mutually acceptable standards with efficiency 
and effectiveness measures that would permit more 
precise assessments of performance and provide a guide 


for future management of referral centres. 


3.3 Evaluation Issue #3 — To what extent are the present 
identity measures designed and delivered to ensure that members 
of the public are aware of the sources of services when they are 


referred to federal government departments and agencies? 
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3.3.1 What identification is provided at point of access and at 


point of referral? 


Identification of federal government services was evident, in 
varying degrees, at four key points within the process of 


referral: 


. through media or educational material promoting the 


programs; 


- through directory services, primarily evidenced by the 


“Blue Book" or government pages; 


through the form of identification provided by inquiry 


officers; and 


through federal departmental answering services. 


As indicated earlier in the report, and as was evident in every 
facet of the study, acceptance of the basic principle of federal 
identification was accepted at all of the above levels but 

application of the principles varied greatly from level to level 


and between the provincial and territorial operations. 


No evidence of specific budgets for promotional programs was 
found either at the Centre level or with the referral programs. 
No specific annual plan for promoting the referral services was 
evident, though several jurisdictions were active in promotional 
areas. No clear agreement had been reached mutually between the 
federal officials and referral centre officials on how the 
federal identity was to be presented. The federal identity, 
while evident in all promotional material, was not always 


accorded equal prominence with provincial identification. 
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( 20% Sample: Every fifth client requesting Federal information) 


HOW DID CLIENT HEAR ABOUT CITIZENS! INQUIRY SERVICE? 
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In service directory terms, the federal initiative to promote the 
use of Blue Pages was an excellent identity initiative and, based 
on the survey of users, has been the key factor in creating 
public awareness of the availability and ease of access to 


federal programs. 


The referral centres, while not actively promoting identification 
of federal services when responding to user calls, have 
maintained a basic, neutral, referral stance which the study team 
concluded, neither promoted nor acted negatively on the issue of 
federal identity. The use of a bilingual greeting was 
interpreted by some users as denoting that the services provided 


were federal in nature. 


A brief summary of federal departments revealed a similar, almost 
neutral, identification approach. In almost all cases the name 
of a program or organization area was provided, but no specific 
reference to the federal government. However, without exception, 
the French language was used in some form as part of the greeting 
and, aS indicated earlier, this appears to be a development that 
triggers awareness in the public's mind that services are 


federal « 
The study team strongly recommends that: 


Recommendation 5 — The Centre assert a stronger role 
in the development of promotional material to ensure 
that the federal provision of services is adequately 
highlighted in any joint material that is developed and 
released, but also ensuring that the mutual interests of 


both parties to the agreements are respected. 
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Recommendation 6 — Where standards, as recommended 
earlier, are reviewed, the Centre should ensure that the 
initial identification and subsequent assistance 
highlights the source of assistance, whether federal, 


provincial or territorial. 


3.3.2 What level of awareness do the using public have of the 


identification of federal services? 


The study team found, as indicated earlier in the study findings, 
a high level of awareness that federal services had been 
provided. The main factor in such awareness was the use of the 
“Blue Pages" or government pages in telephone directories coupled 


with the prominence accorded the referral centre numbers. 


However a Significant proportion of users had first heard of the 
referral services through promotional literature, where federal 


identity was evident. 


It 1S interesting to note that, the use of the French language 
was Cited as an indicator that federal services were involved, 


particularily in the western/northern areas under study. 


The study team did not feel that a recommendation was needed in 


this area. 


3.4 Evaluation Issue #4 - To what extent, and in what ways, 
have federal government departments been affected by the 


provision of referral services under the agreement? 


3.4.1 What have been the impacts/effects in federal departments 
in terms of resourcing and workload for (i) data base maintenance 


and (ii) for volume of enquiries? 
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The study team concluded that the workload volume and resourcing 
implications on federal departments for data base maintenance 
were negligible but no accurate compilation of costs could be 
developed. All of the officials interviewed stated the work 
effects were minimal, even where separate Bureau and referral 
centre data banks were maintained. However, all officials 
equally voiced approval for the need for liaison and the 


beneficial effects in referring users to services. 


The diffusion of referral points and a lack of statistics that 
identified referrals, made any critical assessment of the impact 
of volumes of calls impossible. However, two points were 


frequently made: 


the users needed assistance and would likely have 


called regardless of the referral system; however 


the numbers of wrongly directed calls, in their view, 
were reduced due to accurate referrals by inquiry 


officers: 


The reality is that the study team was advised on several 
occassions that, if any criticism was to be made, it was that 
inquiry officers in some areas tended to perform departmental 


responsibilities rather than the limited referral role expected. 


The study team concluded that referral centres had improved 
access to federal government services but had not affected 
adversely the resource requirements or workloads. The further 
conclusion was that public user frustrations in locating federal 


services had been lowered, based on user survey findings. 


The study team did not identify a need for recommendations in the 


area of workloads or impacts. 
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3.5 Evaluation Issue #5 - Are the objectives of the program 
being achieved in the most cost-effective way under the current 


agreements? 


Rather than respond to the specific evaluation framework 
questions in particular, the study team has concluded that a more 
general discussion of objectives achievement would assist 


management more directly. 


Despite some areas (P.E.I. and the Yukon) where the costs per 
call appear significantly high, the service concept is being 


extremely well served by the referral centres. 


The study team was conscious of the fact that no study of 
Bureau-operated referral centres has been undertaken and also 
that the present extent of federal/provincial agreements across 


Canada is due to many considerations. 


Notwithstanding these factors, the joint agreement principle, and 
the current provision of services through agreements, are viewed 


by the study team as the most effective way to serve the public. 
The major points noted from the findings are: 


. the provinces/territory have developed an awareness of 
total services for their citizens and have emerged 


beyond local, parochial views; 


. the federal government officials have recognized the 
benefits and provide a high level of liaison and sharing 


of information to enhance service to the public; 


. the public, through user surveys, have expressed 
satisfaction with the services and are aware of the 


federal presence; and 
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. despite some high initial-period costs, the operating 
costs over the longer period are significantly less than 


establishing federal - only referral centres. 


The study team concludes that the initial efforts of the Centre 


to: 


. determine public user needs for access and referral to 


federal government services have been successful; and 


the joint-agreement referral centres have been the 
most cost-effective and effective means of responding to 


identified public needs for access to federal services. 


The study team also concludes that the current mandate of the 
federal government is based, in part, on closer cooperation with 


the provinces and improved response to public needs. 


Therefore the Study Team recommends, notwithstanding the cost 
difficulties and internal organizational changes that are 


recognized: 


Recommendation #7 — Referral centres, currently 
operated by the Centre, be reviewed to determine whether 


joint federal/provincial services could be developed. 


Recommendation #8 —- The Centre and the departmental 
management explore ways and means of extending joint - 
agreement referral centre services to other parts of 


Canada. 


Recommendation #9 - Current Service Bureaux liaison 
with agreement referral centres be examined to ensure 


that the Centre's interests in the management of the 
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program and for adoption of uniform standards, are 


enhanced for greater effectiveness. 


3.6 Summary 


Throughout the study the utmost cooperation has been extended to 
the study team by members of all levels of government. This 
cooperation has encouraged the study team to present the 
foregoing report in an open and constructive manner. The help 
has been appreciated and it is our hope that the findings, 
conclusions and recommendations will lead to an even more 


effective program. 


The public users have been well served by the “one stop" concept 
in gaining access to and being served by the two levels of 
government services. The study team has concluded that both 
parties to the agreement have been identified adequately, even 
though further efforts have been recommended for promotion, 


program identification and other program management concerns. 


The extension of the program has been recommended even though the 
study team is aware of the problems in establishing new 
agreements and in meeting the costs involved. This 
recommendation has been made because the benefits to the public 


far outweigh the difficulties. 


In a Similar vein, the greater promotional activities recommended 
and maximum use of the "Blue Pages" concept with a prominent 
inquiry centre identification, are considered vital to further 
enhance access and service to the public of the available 


government services. 


Finally, the study team concluded that this relatively new and 
vital service, is providing a high level of service to the 
public. In general, the program was found to be well managed at 
both the federal and provincial/territorial levels, with specific 
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areas only needing further improvement. The value for dollar 
expended federally was considered high cost-effective leading to 
the recommendation for expansion of the joint agreement concept. 
As the study did not embrace the referral systems operated by the 
Service Bureaux in other parts of the country, there may be a 
need for Centre management to balance the findings of this study 
with their own internal operational reviews of Service Bureaux 


referral systems. 
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GOVERNMENTS —Continued ists Continued Continued < - 
CANADIAN MOUNTED } ; Pla Sap at We Berea be Daca ston ae 
poe. Continued SUPPLY&SERVICES CANADA . All Services 2-2. 566-7930 7 mee 566-86 
ivision Headquarters District Office-Charlottetown : Coast Guard Radio Chiadae as ~ 5O6-§ 
-Continued Inquiries ..__. rr 566-7555 c a Pension 
50 University Av —Continued Ma 566-7551 i aR Commission - 566-86 
Piecass edeetisaisays oe SNAgeY 25 4+s ccna Regional Vessel Traffic Veterans Land” ‘ 
\ Control-Dartmouth NS gelehinciim - 566-86 
“aba : Oil Spills Defective Aids To ; Head Office me re 
Investigations . 566-7121 T : a Navigation Other Marine = Dominion Bldg- 97 Queen: soos 8 
: : Fs oe And Environmental Emergencies _ + General Inquiries) 2 2S 566-88 
Folie cba SON Television Interference : From Telephones In + War Veterans Allowance {">~ .: 
Nea Charlottetown - 566-7000 Long Distance Exchanges ‘<4 + s: Board a nS BINS a 1 ees 
Wrademaksyge oe eee 8. 566-7088 .No Charge To Calling Party _ _ Chairman sari $66-80 
TRANSPORT CANADA : Ask Operator For _ Zenith-49000 ~- 27 *General Inquiries u:__ 566-80 
s Charlottetown , Ports And Harbours _ ; Bureau Of Pensions Advocate: nay 
Air Administration - Area Manager __-__~_ 566-7930 “<=>. General Inquiries ‘“__ _. 566-86 
TARY OF STATE Airport Manager ___.__ 566-7997 Port Manager , Pension Review Board ° ~566-86; 
incial Office < = Mechanical And Field MarineTerminal . 566-7930 ".. Relocation Centre 
itizenship Inquiries ; Supervisor _ 566-7915 ed Patt 136 Richmond 894-50 
97 Queen _ 566-7188 Building And Electrical U Pc Neha es 
ommunity Groups Assistance Supervisor - 566-7917 ee ee oW af gaye SL 
97 Queen _ 566-7188 Airport Emergency Ste ; A Oe Sy ee cae ca 
POTATO CERTIFICATION | eServices 566-7911 UNEMPLOYMENT CENTRES —See 
; , Employment Centres this section | WATER SURVEY OF CANADA “566-706 
—See Agriculture Canada this section : Airport Traffic Control - WEATHER pees 
L INSURANCE NUMBER 3 Pet Tower - 566-7919 a oi General Inquiries ___ -2 4 S. 566-70 
See Employment Centres this section Air Traffic Control Unit <i : ‘ ve Weights&Measures Scale. | fa os 
E'S ALLOWANCE —See Chief - 566-7909 Vv ' res pees . Inspections . 566 738 
Health&Welfare this section é Flight Service Station __ 566-7900 = — — — 
STICS CANADA : Telecommunications And Pe VETERANS AFFAIRS CANADA hike iis 
iries-Statistical And ere Electronics a fs a ae Office - yeti, = 
256 Barrington Halifax NS > Maintenances: 7ne ie) aa onfederation Crt Tower-134 
No Charge-Dial __ 1 800 565-7192. _. Manager _ 566-7920 Kent eta FN OR SERVICES Nor ListED ABOVE’. 
Regional Office . Marine Administration General Inquiries BP eri en yy Raed oo 
- Halifax 1 426-3110 Canadian Coast Guard Veterans Services -____ 568-8677 
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OVERNMENTS,FEDERAL,PROVINCIAL 


oe aS 632-4736 Canadian Air Transportation Administration. TRYING TO TRACK DOWN A-Cont'd ssclaliin t COLLE 
Se. ac 2s ss - EOMTIAU ON <a 6» man ia eaie ed She gape SOO re 4 refer to information 
ol 372-5798 Regional Administrator... .... 02.20 + +. 388-721282 rmOR a nh hela lil lh gic ‘GENERAL INFORN 
Meee, yak. 532-6422 Deputy Regional Administrator ........ .388-7210 t=. Moneta S2aMata vy nhs oe nas ON Tee ee 
ere Als. sei, 532-3111 Purchasing and Contracts .........+.-. -is¥ |FOR SERVICES NOT LISTED ABOV VE _ Information) . : .. 
eee So. 825-2487 Public Affairs Officer. .....4.. 0+... ++. «388-7314 3 No Cha To Calling Party.- Dial... 1-600-442-4400] °" B.#epasiagy Progr: 
PRO oF Oke SS 758-9385 Regional Coordinator Special Eeonnen ( rade Program Info 
Pee 876-3842 POQIAHIS 05. 5 ape slo Cue eine ar e's.» : HOMINIS TRATION 
SMe wie atste a oes eran 7 pti Services Se opr mtr ial Nears We 
BO Re - EcouUNtS: PAaVablom access eee: wert > en imissions Office . 
SSION OF CANADA Accounts Receivable Ui tama. oa kns : : : Gampus Nurse . 
ae ear 388-6616 Regional Personna) Services Office...... PROVINCE OF NEW BRUNSWICK Guidance Counsell 
vice for the Deaf Employee Counselor...........-. eet ; an library... 1. ess 
eeesesteecceess 388-6624 Regional Controller Civil Aviation ....... y ° Nai intenance Supal 
A Regional Superintendent Air Regulations. 388-7131 Loi Ne dia Coordinator. 
Regional Superintendent Air Carrier Bo ie nana: 3 Piricipal 2 see seu 
CAs 388-6141 Iispoctione. a sunie eeeie erence waa f ; Parchasing .:..... 
oe Lets Wee 4 532-9252 Regional Superintendent Accident ' 3 Security ve ee eee 
eo hee 532-2401 IV ESEIG RUN o 70 04 cates a errieecistonan , Sdres.......-.. 
FRA cles oes 388-6558 Regional Air Worthiness Inspector ...-.. VOIR AUSSI PROVINCE DU NOUVEAU Stu.dent Placement 
If-Marine....... 388-6040 Regional Aviation Safety Officer BRUNSWICK Student Services C 
 - Regional Manager Airports and NOTE VierPrincipal Adm | 
FONOTOEE ed ore antiant See cs : ees De Government Services Are Listed perc. EXTENSION 
Regional Manager Airport Operations. . By Extinsion Officer . 
Ae Regional Superintendent Department Extension Services 
aminations . Airport Services & Security .......2..4- To Ensure Speedier Service Select The Proper Vice-Principal Extei 
POAe eee 388-6525 Regional Construction Services......... Department And Branch Before Dialling “TECHNOLOGY 
=XPANSION Construction Contract Inquiries. ........ If Unable To Locate Your Party Refer To Academic - Langué 
-770Main Regional Manager Telecommunications & Information Acattemic - Scienc: 
2 a ae ea 388-6400 erenics EIEIO en Paces SAS NE ra: Number At End Of Listings Buskvess Technolo 
pa Hitvemrace sos 388-6411 Moncton Airport | = ae ; CAD/CAM...... 
vig eee 388-6446 BIGOH MaNaGGlies 5 c+ a0 ch aaie Wan saan A Civil:ngineering . 
is é Evabaiion, . 388-6420 Fire As Lees reyes Catek es sah Lites Commuter Centre. 
“ae 388-6434 RCMP........0..- Pa ae ar sa? AGRICULTURE & RURAL DEVELOPMENT | Computer Engines! 
RG Sas aos nas « . 388-6409 Flight Ree Sintion Ae parse A ase a REGIONAL SERVICES Elect<o - Mechanic: 
Services Control Tower... 54. conc sacs hha, ies MONCTON me Electronics Engines 
ba EI 388-6468 Tower Unit Chief..... EARNS LE A ae as oe, Agricultural Education...... 858-2552 Mectranical Engine 
s . Area Control Centra - Riverview - Dairy Spocidlist ae. .cecmssss es tees see 858-2552 Pre-lachnol 
> Area Control Centre - Operations ....... DHA S Promoter ...2% 6 sce ese ns 0050s 384-7173 Vice#’rncipal ect 
: Area Control Centre Flight Planning-..... District Agriculturist .....----++eeseees 858-2552 TRADES 5555: = 
be Operations Support Services.....-...-- District Engineer... 2s e-ss25 een anes 858-2552 Aircraft Maintenan 
AEQURIE CHIBI ee ee District Home Economist .-....-..-+++- 858-2552 Aduk Education... 
3 - Centre Operations Manager........ Anal 4-H Representative ......----- ee eee ees 858 2552. Barbering ....... 
PEs Sa WS S's 2 vs 388-7066 Sint MansGere fo. ok buen tect ks ice Regional Director.....-..s0seceseseees 858-2552 “Beatty Culture... 
aship "Data Systems Manager...........--0-- BUCTOUCHE - ST ANTOINE Customers ae Businass Educatior 
Serete Mate ees ah 388-7050 Administrative Services ........eccceee No yor Dial Operator - Ask For......Ze Garcueny. | Say wae 
Moncton Regional Training School...... DISTRICT OFFICES OOK oot ewenes 
hee . .388- 7055 Telecommunications Area Manager .... MIDOLE SACKVILLE Flectici seis) 9) siA 
ABER Canadian Coast Guard : Aegis Baaneet, AE ee se icctantre cae 536-0972 Jb ub jo Meal 
Lc oe reecieres e749: 2700 Regional Vessel Traffic C BUCTO. : acbine Shop ... 
fveyblud ...... 383.6666 Ol Spills Defective Aids entre Dartmouth, : bine Rodeululiser tee es 5239796 MVA-Mechanice 
sdiac exchanges- ‘ Other Marine And Environmental Emergencies - VETERINARY OFFICES | Nurstig Assistant 
Hy - Dial .. 1-800-332-3097 No Chg Dial Operator - Ask For .....:..Ze 49 MONCTON Plurrising ..-...-. 
Beebe) Cae 5 523-4437 ee F igs ca Se Regional Veterinary Office doe be ae sci Ooo OOS Shee Metal .:... 
To Calling oral Aa U ia kd oes Dr Charles Bertheleme DVM .........-- 858 2555 Vice rincipal Trac 
SOSA ae Fee 7. ; ae te eae Dr George Irving DVM ...-.....-+---- 858-2555 aldvigie ass -4% 
BEA a ies wits 0753 UNEMPLOYMENTINSURANCE  __ Dr Jean-Paul Perreault DVM ...........858-2555 STUDENT COUNC 
9 Calling Goi Buctouche - PlaceLeBourg............ Dr Andre Saindon OVM ..-.-....----+: 858-2555 INFEMAMATION 
BE cine 1-800-332-3938 Moncton-77VaughanHarveyBlvd ...... BUCTOUCHE FORDS MILLS & ST ANTOINE PRE 
eee 532-6633 _From Albert Alma Petitcodiac onaneg 8s - ste Customers Only weet 
Ke Ce ee eae 433-4920 No Charge To Calling Party - Dial . . 1-800-332- 3697 ae No Charge Dial Operator - Ask For......Ze @-060 
) Calling Party - Richibucto - PlaceCartier .......-i-en.- 523-4437 VE. § Aftec Hours Weekends & Holidays ...... 382-2200 DEATH CERTIFICAT 
Sk weccw -222-9618 Ford's Mills - No Charge To Calling Pa RICHIBUCTO PRA eat 
Dialect ek. ART RE sf bai: 332-3098 Veterinary Services .....-.--.0++--+e-- 523-9796 ree , 
anada - See Saeivile- AE pane pe baat Pee 536-0753 pen Weekends & Holidays ...... 382-2200 SK ye 
anada this section Port Elgin - 2h a8 i ty 
sy Dial = e Wy eta St Lag a aa re District Veterinarian. ...6.-.-. 2. eee eee 773-5865 EDUG, TION 
ee eis _ Shediac - CentrevilleMall ve MAS y cera 532-6633 -T> Dr Guy Sorel DVM After Hours Weekends & Eval ation Branch 
rite 5 Sussex-48Maple ...:.. 00.0500 1121. 433-4920 723 avatar Sano adie mens ene TI¥SA83—— Momston + «+. 
erie a 28% ... . 388-6368 Rea o Char dee ; oe ichloucto .-.... 
‘ee National Parole pee Chi gah Caling Party 297-9618 Moncton. <y..>1.< seeeeeeea aerated §§-2650  ENVIRJNMENT (TH 
ss UREA PORMALDEHYDE FOAM INSULATION. ~ eS ALBERT COUNTY REGISTRY OFFICE Pollition Control E 
S PROGRAM ee eee eh Moncton.......-...¢cerecsemeeneeneses 858-2595 Moreton. .:..---- 
\) uy ai Se 6 RMR ORE SC, MRR SS AE a SO Ba ALCOHOLISM AND ORUG DEPENDENCY oe x E15 
General Vv ee? COMMISSION fet ne ee 
Dials o's 1-800-565-7192 Jee a yon Re Moncton : pas Bia 
See ae 902-426-3110 VETERANS AFFAIRS . - ea hte 4 rf ase ‘8:30 am - 4:30 pm 329Collishaw..... ....8582672  FINA®CE — 
fice for the Deaf (TDD) - Veterans Land Administration _ PL oka Treatment Centre - 24 hours : Aut Division - Sa 
igager + 1-800-885-7192 Moncton - 1222Main (Monday Only)... .. 388-6026 “+ TBArchibald .-..-+-2--eeeeeers +++,858-3285 —- Moreton 77a 
-_ i ) a 
District Office - SaintJohn Serie ne : . 648-4854 ave B Movatons tole 
- Weldon oe Re snue Offices 
be eee 532-1700 W : 13? BIRTH CERTIFICATES (Notor Vehicle & F 
enatesese sees 532-1982 WEATHER el. ; iti pert Fredericton.......eeeeee eee eee cee 453-2385 “rgie orS 
hs, ee a 532-1800 Automatic Recording ....4..++++++++++388-6610 nace 
aera ery { OPA A relies 388-6600 C Peal a la 
iGHTS & MEASURES - SCALE ‘ orElgin...-.-+- 
1075Main ..... 388-6020 INSPECTIONS. ...-.001 chee 398-6633 3: | COMMUNITY COLLEGES Rihibucto .....- 
yi ea 388-6023 WILOLIFE SERVICE ¢ * NEW BRUNSWICK COMMUNITY COLLEGE Riverview ....--- 
; ’ Sackville 536-3025 = CAMPUS DU SUD-ESTMoncton27John Sackville .....-.- 
BERVANG Ts Stain 9:98 pie 9's $0, 80 cin ee ms eee = Informationuc, > =si0sabee seas ates vs stan 382-4427 Shadiac........- 
“4% Principal ........2-scoseseeeneeeneeress 854-4743 FISHERIES 
'CE- Moncton. . 388-6525 Extension Services Sire oiawuens Pence ie oe ates —— Loan Offi 
: ‘ $ ccountant/Registrar.........-seeeee- 3 BdlaG.s ooo 5 a6 
eee cored ee Lye ero ak Suemere te OF - Business Education 724Main .....++-+-- 854-0945 Fiegional Office 
NEW BRUNSWICK COMMUNITY COLLBGE Shediac....+0.+ 
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Direct lines to all departments 

can be obtained by checking the 9 following list 

If unable to locate your party — ee Bix! 
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OME TAX 


o Charge To Calling Party - Dial .. boi aan hte 
IAN AND NORTHERN AFFAIRS 
ndian and inuit Affairs Branch 
rhestnut Complex York ....-..---+-+-+- 452- 3350 
USTRY TRADE & COMMERCE/REGIONA . 
ECONOMIC EXPANSION : 
irector Trade Tourism & Regional , . 
Operations ......; rptetersseetess . «452-3138 
Regional pparetone Mayer ease eee secateuatetee rs 452-3135 
rade & Tourism .....’.. et ee 
ULATION - HOME (chi) ae ape 
PER CCLONN s o.< sci <0 sisje ie cs «004% ‘cies * 452-3756 
rom All Other N B Locations No oi i eto 
eee Party - “a Ree e ts ated aps 10,9" 442- 9771 


BOUR CANADA ~ cna a aN 
redericton - 633Queen-j.-.- * ye: ’ : 
General Inquines ....:. 


were Mi OS SSPE eae eta eh or gp 
vom el aa Bom Mattes te ; 


“MBERS OF PARLIAMENT - (FEDERAL) 


Cor Se ~ 4 


York-Sunbury - Fredericton ......-- we 4 454-4020 
Fundy-Ro ide = SUSSEK ob ce setne visio eran sae 4050 
Carleton-Charlotte . ” 


HarveyStation Fredericton Grandes Kdcnick, 
FrederictonJunction Hoyt Millville Saas ok 


No Charge Dial Operator - Ask For.......Ze 08-039 
ISLEADI 1G ADVERTISING..,..--2+4+ +0 452- eli 
pai aa Bee eae gee 3 soak perce : 

TIONAL DEFENCE 9 on ce 

Recruiting - Fredericton .....-.--+% Selets * 452- 3015 

LO Royal New Brunswick Regt- Armoury - 
SFTECETICION . on csemeseeclecseces Pe -452-3013 

IBN Royal New Brunswick Regt - . 

PEMATITIOUNY 6 feces oles rips cise oi a dealeralyieas -,452-3014 
Base Gagetown - Oromocto......ece eee 422-2000 
{Private Branch Exchange Connecting all Units) . 

-Air Movement Section " redericton, ec 

-Airport) 5 <0 seneny sie age se rales 422- 2832 
-Military Police..-+. +: 6 Kieere mais ei ates ss . + -397-9421 

prada Offices..... ppeceeeeeseeeees 422-2145 

Pg Service Centre ..7...---+- Peakete's 422-2103 
1 Ee Ree ge eminent pu 422-2868 

Nola Treatment Pient Supervisor .. Bl eats 422-2810 

-Base Traffic Section vie. sy ee Se eee es ; -422-2605 
Recrestion Centre ...--. eeee ete cteee aaron 
‘Bowling Alley... .+4.--% AICO ae .357-8696 
- Special bavertigation Wit Gages sess «5. 307-9583 
Base Supply Local Purchase pon agen cewAee 26043 
BED NEe n on ca sweet sess peeraetesaeare v4 _. + 422-2849 
Orne ma oveie. 2 Be teai Bane Jos ee earsOCU 
Oh. on bo cag etn hanwres ran canst eye teste -422-2851 
bel Rises seow wiatcse' tees es os sleramiay case .422-2510 

O07 Sasa py me REL OO te OI Te 422-2520 

“Canadian Forces Exchange (CAN EX) Oromocto~ 
~General Offices wp oveg tevin sete retest: 357-6431 

“Retail Store. ..+scessccn see cen ee ' 357-2050 
Express Mart .....--2:ececeereerccees 357-9747 

Barber Shop......-.-% Se onc oa sonar 357-8065 
Beauty Shop ...-.-e cece eer ereceerees 357-3695: 

= Credit Union, .4.---.++++5+ = cee auc oe CoCo 

“Credit Union Loans Manager -.-:.--- » « 422-2530 

- Film/Dry Cleaning Drop O1f ...-+- eee ees 357-9650 
RaeG Dal <a... 5-050 90 AIA OI 357-8263 

- Homestead Restaurant....---+- A aGont 357-9645 

eShort Stop Restaurant «27s .+- eee <3 _¢-307-8428 

"Video Club ....... SUS Vin Nipian 6.00 is Caterers 357-7151 
Base Theatre ....-- ee be eee pees sie ¢ 0897-6600 
Fundy eb ae ieee an sieetsie winless = 357-8284 

ay eee . aon PACER re She 

a. ee a ton 1) Raa, Sato tans 

OFFICIAL LANGUAGES BL ad ae Tork 
“Moncton _-.. ten Sota gS TREESE Ag 
“Information s-* o tes eae! ied! 
Complaints - a ey at eer : 

- Telephone Collect ...---.++eeess Now _388- 7047 
OLD AGE SECURITY-..1.-".3 Voeeeee She tera "452-3300 
ect eae ope eet Ses. 
PACKAGING & LABELLING - reve AND OTHER 
PRODUCTS........ biveedes sess ees 6452-3040 
PAROLE - = Fredericton cede aigcale ax Seis eae 452- rts 


ATEN ‘ 
POST OFFICES * as 4 


. Bolestown ...-..+-- NASR Ee eres: 369-2646 
-Chipman..... rr ay Vr ry ; .339-6359 
_» Doaktown......-- Serr (2 T306-4402 
Fredericton ‘wit smite ots gers? 
“4nformation Wai goners pale Qrespeeees »452- 3345 
«Postal Station’ Ne ot anit eerie -3094 


FOST OFFICES-Cont’d 


Sales Representative a siete bikcoms carats eras) Bude 452-3890 
Postal Station ‘B’ Letter Carters Sha ocateys core 452-3093 
Postal StatiG( bis eau ates cane e aa diseases 452-3731 
Area Manager - Federal Building ........ 452-3395 
Gagetown......-.. seer eee cece teeee 488-2724 
Harvey statlonnyr ane aa a)-looiseret el \....366-2819 
VATE oe ctece sis elete wi awe. aw eho) s aiNtals 463-2767 
IVTINCO norte s siete a th tiv ete rea iete seo: 0 e eah ous 327-3541 
NGCKAWiCre ss sis ed ga alee ape saeny setter 575-2155 
Coe. DD Sea chara Ae teaarake wee a etaie’s'« 357-3381 
Stanley cat oc eco rors halen a ieielsiniane se) se 367-2314 
PUBLIC WORKS CANADA Boo 
Fredericton - 633Queen . 
General Inquiries ........-2-e eee eens: 452-3575 
_> Public Works Canada Building : 
Fredericton - 590Brunswick.- 5 = 3) t 
General Enquiries. .........2..-06- -;..452-3397 
EEA SAS SI RA oni R ney ieee ec oie 8 
BAD pie eae a tac foe ohare 
~ SaintJohn iL ances 
_ Interference licensing examinations hole 


IMSPOCUONS ca:csres ws sjaeeis ee eie sles 9) 648-4889 
REGIONAL ECONOMIC EXBANSION/INGUSTRY 
TRADE & COMMERCE . ; 


: eo gine a Or, Wioroun alaheve oiscatete gies 452-3135 
% a tene & Tourism ...-++-2+ ERA oe ooee Shae 
a a SRS oi eeao % 
vf: Se ae Saha re 
SECRETARY OF STATE. ne ea AOL 
- New Brunswick and Prince Edward Island i. 
Regional Office — < Pa hen 
Moncton - 860Main........-- pone oate 388-7066 
Court of Canadian Citizenship 
Moncton - 860Main........-scesceeses 388-7050 
SOCIAL INSURANCE NUMBER . - 
- Fredericton - King’sPl ........26- e005 -452- 3650 
All Other Customers - No Charge 76 a 
Party - Dial’. 0 occ ee cic cc were sins 
- Telecommunications Device For The Deaf 
RDO) Ln Srmmeccleie re os ee apes is 452-3600 
- Minto- Main. ..... eee eee eee eee ‘. Sa eR VILE ES) 
Newcastle - 155Pleasant.......-.5..--~ 622-3421 


”. All Other Customers - No Chere ie Callin y 
m Party,~Dializticccs \aleisielsiavceire estes “800. 332- 3071 
Woodstock - FederalBidg - abssnee melee niger 3366 


All Other opel No Charge To Callin . 
peParty= Didlis csitewiviec co's ae sine ale 1-800-442-9788 
SPOUSE’S ALLOWANCE ...-7..3---00-- 452-3300 
STATISTICS CANADA a os heey acme ta 

1256 Barrington - HalifaxNS — ro ears 
- Inquiries - Statistical and General: . - ne ey 

-No Charge To Calling Party - Dial . . 1-800-565-7192 

+: Regional Office - Halifax ........... 902-426- 3110 

barter Me abate Device for the Deaf ~ 
etn HTL) aieisectovs oiclese aie que sterare wianeiele 1 “800-565-7192 
SUPPLY & SERVICES CANADA eit 

Services : ; Phe nie 

District Office - Fredericton - 40King - 

SUICOINIGS Hs eis «see vn eine ese Be aharierecersterets 452-3280 
« Supply Administration Siravel oc 2 

Regional Printing- eOromocto: savesese es 422-2481 

Pel 0) Pee cis a OH RRS Cie OC Oe 357-2494 
T ee 
TELEVISION eee 

interference-Saint- John a Gant emis am areia’ 648-4889 
TRADEMARKS.......:. kien bodes 6 28452-3040 
TRANSPORT CANADA : d cae 

~ Air Administration : AMP RATA Bape 
Airport Manager .....-- Sas Gieiiiseiee alsis . 357-8727 
EISCINGIAN ch vee wamsg o = suleee Se eiars rane 357-6909 

Emergency Service i...s.- Pabereesnncsor-2lOl 
- Maintenance Garage......-.ssse+eees 357-2641 

Air Traffic Control Tower ......--+. ree 

, Chiaf Controller ........ceccescceceees 
% ” Flight Service Station Manager ..,.....-357-5349 


* Flight Service Station Supervisor ...’ 


Flight Service Station - Flight Planning. . 357-8717 
+ Vortac Site Maintenance ....-.+eeeeees 357-2447 

- BCN Maintenance - Keswick - . By peo Fee ae 
BUrttSCOMMel .s as oss wesc csecesee ~.. 363-2716 
cOuter Marker - Fredericton......++++> cis tas 


Canadian Coast Guard 
‘ Regional Vessel Traffic Centre DartmouthNS + « 
Oil Spills Defective Aids to Navigaticn ae 
- Other Marine and Environmenta Soest : 
. No Charge Dial Operator - Ask For.... Ze 43-000 


pogse ¥ . U . , be ae 
UNEMPLOYMENT INSURANCE “ 


«Fredericton - King’sPl .....-.-+ss++s0- (452-3650 
+All peas Customers - No Cherge T To °Caling ' 
Pe olbat = i 4: ey = t- 


* UNEMPLOYMENT INSURANCE- Cont’ d 


Party - Dial. ....-.-seecsecnccess 1-800-442-4910 
\ Telecommunications Device For The Deaf 
(FOO MW eked ares tee au siea sey ass 452-3600 
Minto= Maiti... .a0e eres daw cmencesens se 327-3339 
Newcastle - 155Pleasant.........--.+-- 622-3421 
All Other Customers - No Charge To Gsiling 
Party = Dial senses sce tea once 3071 
Woodstock - FederalBldg - Regent...... 328-3366 
All Other Customers - No Sanat To Callin 
Party - Dial...... Pectieasi nites San ae 2-9788 
; V. 
VETERANS AFFAIRS ied 
- Veteran’s Land Administration. - a 
633Queen...... Pp dicnie' as airs siere wisi abst bie ie 452. 730 
: ; = VW ft a> se ATy tae 
WEATHER : 
. Metro handite say atc aay ete anita’ a;drea ps ye 2307-9801 
* General Inquiries ,/.......-.4. Cavalera eete.e 357-8722 
WEIGHTS & MEASURES- SCALE - a 
INSPECTION A oceics cosas ocean's 452-3040 


For Information Regarding Federal -- : 
Preece Not alps faved Dial go ASOTETE 


FOR INFORMATION REGARDING SERVICES -- 

NOT LISTED ABOVE CALL NEW BRUNSWICK 
INQUIRIES Epes 

- Fredericton Oromocto and Keswick - es : 
CUSTOMENS sas cae ear ates + a ven estoo-aneo 

All other customers - no charge - <i 


eeoeeceectoosneeceeoeseeeesenee 


VOIR AUSSI PROVINCE DU te ie tea ete 
>”. NOUVEAU-BRUNSWICK 88 3 
NOTE 


, Government Services Are Listed Alphabetically 

. By Department 

~ To Ensure Speedier Service Select The Proper : 
Department and Branch before Dialin “i 
If Unable to Locate Your bye Refer 


Information Number at End ‘poets 
A 
AGRICULTURE & RURAL DEVELOPMENT 
FREDERICTON : 
AGRICULTURE INFORMATION....... _453- 2666 
Minister - Hon Malcolm N MacLeod ..... 453-2448 
Executive Assistant .......--eee seer eee 453-3600 
Deputy Minister - Tim Andrew......-.-- 453-2450 
Assistant Deputy Minister - Production and 
Assistant De se eine Cine bok 453-2366 
ssistant De inister - Regiona 
a SAN apetenans : Pe ae rec 453-2449 
ADMINISTRATIVE SERVICES BRANCH 
Director of Administration .......++-++- 453-2521 
: Accountant OE eh er a wae x atk ane a OBE 453-3636 
Payroll & Personnel. .....---.+0-- sees 453-2447 
“CREDIT UNIONS & CO-OPERATIVES.. . 453-2315 
-AGRICULTURAL ENGINEERING BRANCH 
Agricultural Land Planning.......--+-+:. -3615 
Assistant Director .......+.- cde haan: eae “483.2691 
DireCtOts caacuaee anne wren. ss & + e'e453-2691 
. District Engineer ........-- ee eee eecees 453-2691 
COMMUN CATIONS SECTION «a55+ a0 453-2258 
FARM MANAGEMENT AND HUMAN 
RESOURCE DEVELOPMENT 
. Agricultural Tralning ...acccedcesseees 453-2449 
DiTaCtOl, sass soa se une’ toe Heres ess a nels 453-2449 
District Extension Office........-- 1...» 453-2691 
Farm Development ...--+--+eee eer eees 453-2333 
Farm point ei PO ECE Ere 453-2739 
4-H Supervisor. .... eee e eee ee eres ‘453-2449 
FARM ADJUSTMENT BOARD 
Loens Offi gre in ce ew Ree CRN Ee 453-2524 
pecreeary on oe errr et rs ee 453-2524 
FOOD AND NUT ITION BRANCH z : 
NreCtOl. «4c bss naassasanlvesnaphewens 453-2428 
District Home Economist cman ates 453-2691 
Food & Nutrition Specialist .........+-- . 453-2788 
. ‘ 
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= ; YOUTH& RECREATION-Cont’d a 
: Sport-Co-ordinators ...........-....--483-2928 : e 
Stuctent Aid 1 
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GOVERNMENT OF CANADA 


TORY) B Vine ’ c 


FEDERAL GOVERNMENT SERVICES ARE LISTED ALPHABETICALLY. BEFORE DIALING BE CERTAIN TO 
ETHE.PRORER. DER ARFMENT<AND<THE-BRANCH.DESIRED ccweneenescenenens ener ART 
AL INFORMATION OR INQUIRY PLEASE CALL CITIZENS INQUIRY SERVICE -----—- -------- ore 3744 


A ' GOVERNMENT OF CANADA —Continued GOVERNMENT OF CANADA —Continved 


GOVERNMENT OF CANADA —Continued 
oe C CANADIAN INTERNATIONAL EMERGENCY PLANNING CANADA 
RE CANADA GRAINS INSTITUTE 949-5344 169 Pioneer. —————_—_—___—_———_ 949-3760 
DUCTION & INSPECTION CRTC 949-6306 CANADIAN RADIO-TELEVISION & EMPLOYMENT & IMMIGRATION CANADA 
VictatEar 949-2046 TELECOMMUNICATIONS CANADA EMPLOYMENT CENTRES 
LTURAL INSPECTION CANADA LABOUR RELATIONS BOARD iC OMNIS 1810-275 Portage — 949-6306 4 piesa pep need banat atl 
CTORATE Tusa coe 94922046 surance ial Insurance Numbers 
ba Region-269 Main os 1040-155 Carlton ————————— 949-3145 CANADIAN TRANSPORT COMMISSION Should Be Directed To Your Nearest 
on 949-3856 CANADA MORTGAGE & cee en Air Transport Committee 949-2968 mito Employment Centre Listed 
ration & Finance 949-4288 ortage — < i j 9-4214 elow 
{fice 949-3880 CANADA PUBLIC HELP ie baie | CEN INGUIRY SERVI - shen -344 Edmonton 
it & Vegetable 949-2221 OsbomeS — Telephone referral ployment Services ————— 949-5363 
: CANAD aa Q : 
rE Pouley beer nine cop RSW dics 949-3640 Telecommunications Device for the suena hess Insurance —— 949-5964 
tion ———_———____ 949-2224 CANADA SERVICE BUREAU CITIZENSHIP 949-3792 Employment Services ————— 949-5392 
Inion-Stockyards St Boniface eee ree ee ouaea COAST GUARD And Psst pg ties Insurance —— 949-5962 
ah 949 2ag CANADIAN ADVISORY COUNCIL. ON THE Canadian Coast Guard Base Selkirk enplayment Services = =sa<e- 949-0460 
i or 3 6 STATUS OF WOMEN st Aad acl opting gate Unemployment Insurance —— 949-S96& 
ce Products i dee 600-269 Main — 949-3140 eine balsas Selkirk’ 785-8246 ST BONIFACE-170 Marion ‘ 
Bish bccpection 949-2210 CANADIAN AVIATION SAFETY BUREAU ee eine Selkirk 482-5813 Employment Services. ————- 949-251¢ 
Products Inspection 949-2236 Aircraft Accident Investigation —— 949-5548 200 ot get Unemployment Insurance 949-596£ 
949-2230 - After hours Call Air Traffic Control Enauiies co ey, Apa SOUTH-1048 Pembina 
: 3 Centre — 786-42 stare i 5 
sins aioe es CANADIAN GRAIN COMMISSION y Licensing & Examinations ————— 949-5591 nena eon as 
ARY INSPECTIO onay Z 303 Main inspection & Interference 949-5592 WEST-1822 Portage 
red | Secon Leribe RA eS General Information 949-2770 - Telecommunications Device for the Employment Services 949-530) 
613-269 Main — 949-2200 Chief Commissioner-H D Pound — 949-2735 Deaf (TDD) - 949-2046 Unemployment Insurance -—— 949-5962 
349-2204 Commissioner-G G Leith 949-2732 CONSERVATION & RENEWABLE ENERGY Jog INFORMATION CENTRE-393 
Baleae 349.2202. Commissioner-Dr VE Candlish —— 949-2730 OFFICE Portace 
| Health 949-2203 Executive Director-W J O’Connor — 949-2731 112 Osbome S 949-4266 Employment Services. ———— 949-6081 
Fiecticn Office Secretary to the Board coe & CORPORATE AFFAIRS WOMEN'S EMPLOYMENT 
Dee pirert Stiles << 786-4276 E M Knox 949-3081 ADA CONSELLING CENTRE-324 Kennedy 
Ey evards Office Sr Financial Officer- Prairie Regional Office Employment Services. ———— 949-204! 
101-780 Marion StBon — 949-2218 R A Kullman 949-2756 re PRO TSONGA te) Meant elk te PUBLIC RELATIONS 
seg District Office Finance & Accounting 949-2786 Winnipeg District Office 344 Edmonton | 
401-145 McDermot —949-2219 . Central Services 949-2975 SOT ao) ours Record Of Employment 
athology Laboratory : Telecommunications 949-3311 Agricultural Products Retail Enquiries 949-253: 
408-269 Main — 949-2205 Accommodations Officer 949-3332 Inspection — 949-2220 Orders 949-323: 
Development Branch Appeal Tribunal Chairman- Bankruptcy 949-3229 TEMPORARY EMPLOYMENT-455 
pas op a Arena P Edwards 949-2743 Combines Investigation Misleading - Hargrave 
I B ak 949-2250 Supervisor Grain Futures Act- Advertising —949-5567 Employment Services. ———— 949-539: 
n Station : W R Folliott 949-6283 Consumer Products Inspection " PROFESSIONAL & EXECUTIVE-400- 
a riey 269-2100 Information Officer 949-2748 Services — 949-2220 209 Notre Dame 
ACCIDENT INVESTIGATION - Library 949-3360 Consumer Services 949-2366 Employment Services ————— 949-627" 
yistion Safety Bureau —949-S548 GRAIN INSPECTION DIVISION Copyright (pamphlets) 949-3227 RED RIVER COMMUNITY COLLEGE- 
oneal Special Projects & Training Corporations (information kits)’ — 949-3227 2055 Notre Dame 
urs call Air Traffic artes ee Officer — 949-3072 Electricity Measurement Employment Services 949-226 
os ints (24 Inspector-in-Charge Central. Inspection — 949-3803 UNIVERSITY OF MANITOBA 
ise Complai ay yis-4338 ” District — 949-3308 Fish Products Retail Inspection — 949-2220 139 University Centre 
ersonnel Licensing seein 949-4341 Reinspection Grading 949-2781 Gas Measurement Inspection — 949-3803 Employment Services ———— 949-449 
For Flight Information and - * Grain Standards —————- 949-3310 Hazardous Products }———_—— 949-2846 UNIVERSITY OF WINNIPEG-515 
: or My : poh — : Entomologist 949-2788 industria! Design (pamphlets) —— 949-3227 Portage 
. ot or Assistant Director- Packaging and Labelling Consumer - Employment Services ———— 949-538 
Er Manacer 338-8260 Administration — 949-2785 Products ~949-2220 CANADA CORE AREA EMPLOYMENT & 
trol T : 338-8630 Protein & Grain Statistics 949-2739 Patents (pamphlets) 949-3227 COUNSELLING CENTRE 
rn Dae tional Airport General Office eos Precious Metals Marking 320 Donald 
—_ ti 786-4275 Reinspections ————————— 949-3315 inspection — 949-2220 Special Programs & Counselling 
pee : Acaicyy Winnipeg Area inspection Office ; Product Safety 949-2846 Unit — 949-651 
Sg a 736-4285 inspector-in-Charge 949-2790 Textile Labelling Inspection ——— 949-2220 Telecommunications Device For The 
: Protein Laboratory 949-2794 UFFI 949-4623 Immigrant Placement & Counselling 
——- 949-4316 GRAIN WEIGHING DIVISION Weights and Measures one: Unit — 949-657 
Director-J S T Swanson -———— 949-27 Inspection 3804 Youth Career Counselling 
NERGY OF CANADA Deputy Director-Operations ee CORRECTIONAL SERVICE OF CANADA ; Centre — 949-608 
_ ee ch Deputy Director-Audits & —{See Solicitor General) CANADA IMMIGRATION CENTRE 
poeta Scales — 949-2798 COSMETIC COMPLAINTS & - 175 Carton 949-204 
oo eeaee ghia Administrative Officer ———--—-'949-3303 ENQUIRIES —949-5490 international Airport 786-418 
y Lesa i a General Weighing Information — 949-3365 CROWN ASSETS DISPOSAL CORPORATION EMPLOYMENT DEVELOPMENT 
aoe ECONOMICS & STATISTICS DIVISION his 200 Deter 290d?) PEA 
eo. To Calling Party information 949-2755 CUSTOMS 710-330 Graham 949-402 
Ewerse F Zenith-07444 Director-D N Kennedy 949-2752 Port Of Winnipeg 320 Donald 949-26 
aerate FOF N Licensing 949-2789 Travel Information (24 Hour) —— 949-6004 MANITOBA REGIONAL OFFICE 
cecal rhe eiien S426 Registration 949-2769 Regional Administrative Offices : 710-330 Graham 
i 545-155 Cariton aaa General Statistics 949-2759 General Enquiries 949-3064 General Enquiries pki 
egulations Gea civer Cars 949-3368 Rates of Duty 949-6393 Public Affairs 949-37 
aoety aeeen GRAIN RESEARCH LABORATORIES Fraud 949-3603 OVERPAYMENT RECOVERY —— 929°28¢ 
ranscribed Weather ——— 786-6751 Director-Dr K H Tipples 949-2764 Or 949-3785 Personne Services 949-227 
f - = ‘ Financial Services - 949-595 
General information 949-2766 
B information Otficer-Dr C J D Director immigration 949-375 
Director Labour Market & Benefit 


riage/Death Certificates (See 
ment of Manitoba-Vital Statistics) 
949-6315 


ty 

: INFORMATION CENTRE (BIC) 
fExport Assistance 
| Tourism Enquiries ———— 949-6163 


Continued 


Enquiries — 949-6163 ' 


Dempster — 949-2768 


CANADIAN HOME INSULATION PROGRAM 


information (CHIP) 942-2471 
CANADIAN INDUSTRIAL RENEWAL BOARD 
Trade Development 949-2381 
Tourism 
Development 949-3157 
Marketing 949-4396 
Continued 


DEFENCE CONSTRUCTION CANADA — 837-1331 


DRUG COMPLAINTS & ENQUIRES — 949-5490 
E 
ECONOMIC & REGIONAL DEVELOPMENT - 
MINISTRY OF STATE 
Enquiries 949-4472 


Continued 


Programs — 949-605 
Director Employment & 
— 949-226 


Director General 939-222 


ENERGY MINES & RESOURCES CANADA 


General Enquiries 949-42) 
Conservation & Renewable Energy - 3949-42¢ 


Continued 
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3 GOVERNMENT OF CANADA 


aig —Continued 


_ GOVERNMENT OF CANADA —Continued 


Science Administrative Services 949-4314 
encmedient — 949-3774 Air Navigation 
Finance & Regional Director 949-7661 
Administration — 949-6112 Air Navigation Systems 


Distribution — 949-6118 


fe nae & 
t & Maintenance 


Requirements — 949-4486 
Facility Engineering & Systems 
Development — 949-5556 


GOVERNMENT OF CANADA —Continved 


Flight Operations-Training (Hangar 
172) — 949-6885 


Materiel Management 
Purchasing 949-4328 
. Suppty Depot 949-6082 
Personnel Services 
Counsellor 949-4551 
information 949-3720 
Occupational Health & 
Safety — 949-4349 
Staffing 949-4113 
Special Employment Program — 949-3947 


Canadian Aviation Safety Bureau 
Aircraft Accident Investigation -— 949-5548 


After hours call Air Traffic Control 
Centre — 786-4208 


Winnipeg Area Control! Centre 


Project — 949-4479 


St Andrews Airport 


Repairs — 949-6121 Air Traffic Services 949-3673 
- of Disposal Aircraft Noise Complaints (24 - 
Operations -— 949-3295 Hours) — 949-4338 
of Printing Air Planning and Programming ——— 949-2803 
Operations — 949-6115 . Airports and Properties 
emoval Service 949-6107 . Emergency & Security Services ~ 949-4360 
S BUREAU Facilities ——————_____—_—_ 119-4362 
raham : Marketing and Properties 949-3597 
n 949-4066 leet 949-4359 
wector 949-4063 « Planning 949-4936 
Programming/Administration — 949-6522 
ice (Winnipeg) 344 Regina Project Team 949-3090 
: ; s Winnipeg Project Team ———— 449-4633 
n 949-4198 * Aviation Regulation 
juiries 949-3630 Regional Director 949-4333 
; ~ Administration 949-7727 
I ' Air Carrier Operations 949-3139 
T Airworthiness 949-4352 
Aviation Medicine 949-6304 + 
; Aviation Safety 949-2926 
CATIONS DEVICE FOR THE Enforcement 949-7728 
; Licensing 949-43AlL 
ferral service ————— 945-4796 Engineering & Architecture 
ANADA Regional Director 949-3820 
\ Engineering & Architecture 
FAIRS 949-3152 Specialists — 949-3399 
IRT : Project Implementation 949-3800 
10N —— 949-4316 | Management Support ————— 949-3805 
> in either Official . Soils Laboratory 
Language — 949-3202 600 Ferry Stuas — 786-4234 
6 —————_____—_ 949-5533 Financial Services 949-4322 
Continued P : ‘ Continued 


ATION ALL DEPARTMENTS 8AM TO 5PM MON TO FRI 


x 


Airport Manager 338-8260 
Control Tower 339-8630 
Winnipeg International Airport 
“Information Services 786-4275 
Airport Manager 786-4105 
General Office 786-4111 
Air Tratfic Control Centre 786-4208 
Air Traffic Control Tower ————— 786-4244 
Air Traffic Services 786-4255 


Commercial & Public Services — 786-4182 


Data Centre 786-4167 
Engineering & Maintenance —— 786-4263 
Flight Plans 786-4161 
Fight Service Station 786-4157 
Lost and Found 786-4241 
Public Parking 786-4285 
RCMP 786-4163 
- Telecom & Electronics 786-4242 


Continued 


WINNIPEG MINT 


GOVERNMENT OF CANADA —Continved 
U 


UNEMPLOYMENT INSURANCE —{See 
Employment & tmmigration Canada) 


Vv 


VACCINATION- YELLOW FEVER 
CUNIC — 949-4194 
VETERAN’S LAND ADMINISTRATION 
169 Pioneer — 949-5310 


Or 949-5312 
VETERAN SERVICES 
District Office ———_——_—________ 949-2860 
Bureau of Pensions Advocates -—— 949-5598 
Dental Clinic ———_——__________ 837-301 
Canada Pension Commission 
Winnipeg District Office ————— 837-130] 
Prairie Regional Office 
Regional Information Officer —— 949-4163 
W 
WATER RESOURCES BRANCH 949-2434 
WEATHER INFORMATION 
Aviation Briefing 774-3454 
Aviation Transcribed — 786-6751 
Climate Services 949-2082 
Public §$ ——_—__________ 949-2050 
WESTERN GRAIN STABILIZATION 
ADMINISTRATION 935-303 Mam — 949-3384 
WILDLIFE SERVICE CANADIAN 949-5000 


— —({See Royal Canadian Mint) 


949-5454 
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NMENT OF MANITOBA 8 


UCTIONS | 


NITOBA GOVERNMENT SERVICES ARE LISTED ALPHABETICALLY. 
PHONE NUMBERS FOR SERVICES NOT LISTED DIAL THE GOVERNMENT OPERATOR 
CENTRAL SWITCHBOARD. 
NERAL INFORMATION DIAL CITIZENS? INQUIRY SERVICE. 


945-2211 


BIRTH DEATH MARRIAGE 


ENTRAL SWITCHBOARD 
OVERNMENT OPERATOR) 


EMERGENCY MEASURES ORGANIZATION 
945-5555 (24 Hr) 


CITIZENS’ INQUIRY SERVICE 


945-3744 


FREQUENTLY CALLED NUMBERS 


MEDICAL & HOSPITAL 


CERTIFICATES & MARRIAGE LICENCES ----—— 945- 3701 
CONSUMERS BUREAU 

Consumer Complaints & Hee: -956- 2040 
DRIVER TESTING APPOINTMENTS — —= 945-7311 
DRIVER LICENSES----—_-—-------_--+-------- 945-6850 
EMPLOYMENT STANDARDS ———— — 945-3352 
FORESTRY & FOREST FIRE a. 

HAZARD INFORMATION--————_-—_—- — 945-6784 


GOVERNMENT INFORMATION & REFERRAL 
(CITIZENS’ INQUIRY) —----—-—----—_--—_-_—_- 945- 3744 
HEALTH & POST SECONDARY EDUCATION 


TAX LEVY 


-HUMAN RIGHTS COMMISSION 
~ Telecommunication Device 
for the Deaf (TDD) — 


LEGAL AID-— 


MANITOBA SUPPLEMENT — 
EAR PENSIONERS ——————-> 
945-3424 .- 


MARINE SERVICES 


PHABETICAL USTINGS 

A 
NG OFFICES 
» 401 York 945-3431 
eneral 405 Broadway —— 945-2894 
evelopment & Tourism 


155 Carton — 945-2026 
e Commission 
155 Cartton — 945-2333 


y Services & Corrections 
270 Osbome — 945-2739 
& Corporate Affairs 
405 Broadway — 945-3469 
ve Development 


379 Broadway — 945-3469 
sstments 330 Graham one GAS 3686 
ritage & Recreation ~ s 
177 Lombard — 945-4065 
Security Accounts 
270 Osbome — 945-2739 
1181 Portage —————— 945-7930 
ity Colleges : 
1200 Portage Stlas — 945-2589 
at Services 
270 Osbome — 945-2739 
Aines 330 Graham —— 945-3686 


Continued 


ie nigra naan emeereewarees GAS = 376) 


—---—- 945-3007 


—- 945-3442 
paeere Bo907-6501° 


-— 945-2686 


GOVERNMENT OF MANITOBA —Continued 

Environment & Workplace Safety & 

Health (General Inquiry) — 945-5763 

Executive Council 450 Broadway —~- 945-3718 

Finance 405 Broadway 945-3789 
Government Services Accounts 

405 Broadway — 945-2973 

Health 602-330 Graham ——_——_—— 94-3059 


' Health Liens Registry & Patient 


Accounts 602-330 Graham’ — 945- 5913 
Highways & Transportation 


215 Garry — 945-3882 
Housing 287 Broadway _ 945-3056 
industry Trade & Technology 


155 Carton — 945-2026 - 
945-3350 | 


Labour 401 York 
Legislative Assembly 


Municipal Affairs 405 Broadway —— 945-2194 
Na Resources 191 Broadway —- 945-4163 


Northern Affairs 

59 Elizabeth Dr — Thompson 778-4411 
Parks Branch 280 Smith 945-2453 
Provincial Auditor 386 Broadway —— 945-3920 


Provincial Garage 626 Henry —— 945-4794 
Queen’s Printer 200 Vaughan 945-3100 
Social Allowances Health Services : 
270 Osbome / 
~ Continued . 


. Adult Corrections 139 Tuxedo 


405 Broadway — 945-3469 


AFTER HOURS 
(SECURITY GUARDS) 


‘945-3700 


945-7381 


USUI CE echt cere ee 786-7111 
OMBUDSMAN PRUE co as 2 MOEN wa 774-4491 
PROPERTY TAX CREDIT -—— sella 943-3401 
PROVINCIAL PARKS INFORMATION-------— 945-6784 

(24 Hour Service) arinee seas St 942-2535 

2) PUBIIC “TRUS LEE scare ———-—--- ea ee 945-2700 

*. RENTALSMAN’S OFFICE- econ, 956-1 010 

ROAD INFORMATION sition ee. O45 = F704 

_ SALES TAX Se ee 945-6444 
SCHOOL TAX - : 

(Pensioner/Tenant) pe 945-2611 
SMALL BUSINESS CENTRE —_______.—_— — 945-7738 
SOCIAL SERVICES APPEALS -—----——_-_-—_ 945-3003 
STERN AN Nae ree rte 945-6321 
STUDENT EMPLOYMENT SERVICE ——- 945-3556 

~ TELECOMMUNICATION DEVICE 

FOR THE DEAF (TDD)- einnrenin G4 5647 96 

- TOURIST INFORMATION — wvmwwmceeG 4503777 
~~ VEHICLE REGISTRATION — 


GOVERNMENT OF MANITOBA —Continued ‘ 


Dental Accounts & 

: Authorization. — 945-3053 
é oe Accounts . ———————— 945-3051 
Accounts 945-3052 

. Social Alowance Liens Registry 
270 Osbome — 945-3041 
Travel Manitoba 155 Carton ——— 945-4348 
Urban Affairs 386 Broadway. 945-2948 
A tions 2nd 114 Garry wns-G2>2 


A Basic Education RR CC 
1700 KingEdward Stlas — 633-4570 
945-7309 
Adult Detention Home 444 York ———- 945-3747 
Advertising Audit Office " 
405 Broadway — 945-3745 
Advisory Council on the Status of Women 
693 Taylor — ~7 945-6281 
Affirmative Action Coordinator 


Se 945-5998 


Agi 
“Manitoba Councd on Aging 
175 Hargrave _945- 3516 


Provinclal Gerontologist 
175 Hargrave — 945-3516 
Agricultural Credit Corporation 
1500 NotreDame StJas — 786-3401 
Agricultural Crown Lands 


1495 StJamesSt — PeO758 


‘ Continued 


GOVERNMENT OF MANITOBA —Continued 
Agricultural Crown Lands Advisory 
Committee 1495 StJamesSt -45- 6684 
Agricultural Lands Protection Board 
401 York — 945-3149 


Agricultural Manpower Officer 
401 York — 945-4523 


Agricultural Services C 


omplex 
545 UniversityCres FtGry — 945-7658 
Agricultural Societies 401 York ——— 945-4522 
Agricultural Training Section 401 York — 945-4521 


_ Agricutture (Communications) 


- 200 Vaughan — 945-3800 
Air Pollution 139 Tuxedo ———————- 945-7005 
Air & Radio Division Hangar 1127 ——- 945-8990 | 
Airport & Marine Division 215 Gary — — 945-421 
Alcoholism Foundation of Manitoba 
1031 Portage — 786-3831 

Animal Industry Branch 

545 UniversityCres FtGry — 945-7684 


 Apiarist (Beekeeping) 401 Yok —— 945-3861 


ARC (Agreement for Recreation & 

Conservation) 386 Broadway — 945-4944 
Archives (See Provincial Archives) 
Arts Admin Centre 374 Donald 945-5896 


* Audlological Screening & Di 


agnostic 
Services (Hearing) 831 Portage — 9AS-6848 


Autopac —(See 
Manitoba Public insurance Corp White Pages) 


Continued 
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9 GOVERNMENT OF MANITOBA 
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[T OF MANITOBA —Continued 
B 


herifts Otfice 
405 Broadway — 945-2107 
(Master Referee & Registrar 
in) 433 Broadway — 945-2083 
uission (Manitoba) 
444 StMary — 945-4161 


i) 
S45 UniversityCres FtGry — 945-7687 


g 401 York 945-3861 

ety 1075 Portage 945-5750 

ark Office 222-9151 

[ATH MARRIAGE 

FICATES & MARRIAGE 
LICENCES 401 York — 945-3701 

« SECURITIES 


450 Broadway — 945-3702 
f Livestock 
545 UniversityCres FtGry — 945-7687 
ce 215 Gary .————- 45-3773 
andards 401 York ————— 945-3407 
PEducation francaise Division 
1181 Portage — 945-6916 
» Loans (Education) 
693 Taylor — 945-6321 
evelopment 155 Carton —— 945-2456 
ame Registration 
405 Broadway — 945-2500 


C 


rovincial Laboratory 

750 Wiliam — 944-0270 
aformation (24 hour ° 

recording) — 942-2535 
lanitoba Training Agreement 
yment Services) 401 York — 945-3684 
ership Program 401 York — 945-4959 
source Centres —{See . 
Joyment Training & Regional Services) 
hy 1007 Century StJes —— 945-6608 


J 
mocratic Party ; 

: 450 Broadway — 945-3710 
sive Conservative - : 

: 450 Broadway — 945-3709 
ident MLA 450 Broadway — 945-2222 
formation 405 Broadway —— 945-2269 
shicle Branch 626 Henry —— 945-3309 
f Name (Business) ; 


405 Broadway — 945-2500 

{ Name (Personal) 
401 York — 945-4333 

lortgages 405 Broadway 945-3123 
AEDICAL EXAMINER’S 
a 
nnatyne 
Aedical Examiner ~_. 945-2088 
strative Officer 945-5774 
| Office 945-2048 


vincial Firearms Officer - 

405 Broadway — 945-2831 
se 2ndFr 114 Garry —_—_——_ 945-6969 
e & Development (Education) . 
1181 Portage — 945-7912 


: 
amily Services 
2ndFir 114 Garry — 945-6964 
ated income Support Program 
(CRISP) 330 Portage — 945-4416 
ifare 2ndfir 114 Gacry ———— 945-6970 
: Psychiatric Services 


678 Wiliam — 787-2471 
s Tree Permits . 


ERVICE COMMISSION 
t of Manitoba Employment) 
155 Carton — 945-2330 
vice Superannuation Board 


400 Tache StBon — 233-8722 
vestigations (Highways & 
eee 215 Gary — 945-3774 
ironment C iss 
139 Tuxedo — 945-7120 


the Executive Councd 
450 Broadway — 945-3726 
Legislative Assembly : 
450 Broadway — 945-3707 
& Textile Specialist (Health — 
Economics) 880 Portage — 945-8564 
sioner for Oaths (Inquiries) 
405 Broadway — 945-2654 
Disease Control 
831 Portage — 945-6833 
tions (Agriculture) : 
200 Vaughan — 945-3800 
nications (Education) 


1200 Portage — 945-6185 
nications & info Services 


on 
Development & Tourism — 945-2474 
Trade & Technology —— 945-2465 
ications Centre ( 


Central 
information) 401 Yok — 945-2211 
Continued 


GOVERNMENT OF MANITOBA —Continved 
Communities Economic Dev 


Community Colleges 


Fund 
428 Portage — 949-1844 


1200 Portage Stlas — 945-2589 


Community Cotlege Access Program/ inner 


City Nursing Program 
2055 NotreDame StJas — 633-S930 


Community Release Centre 


223 Memorial — 945-3278 


COMMUNITY SERVICES OFFICES 


AFTER HOURS EMERGENCES ——— 774-6959 
ADMINISTRATIVE OFFICE 
189 Evanson — 945-6257 
DISTRICT OFFICES 
Central District 
- City Centre/Fort Rouge 
189 Evanson — 945-6333 
North East District 
East Kidonan/East St Paul 
1400 Henderson — 945-8558 
Transcona 108 Bond Trans —— 945-8944 
North West District : 
North Winnipeg/West 
Kildonan/ West St Paul 
1021 Cork — 945-8333 
South Central District 


River Heights /Charleswood 3 
3-139 Tuxedo — 945-7323 
Fort Garry 


2989 Pembina FtGry —— 945-8933 
South East District 
St Boniface/St Vital 
233 Provenches StBon —- 945-8966 
West District 
Assiniboia .- 
1981 Portage Stuas — 945-8911 
St James 2000 Portage Stuas — 945-8922 


Companies Branch 405 Broadway —— 945-2500 
Computer Education 1200 Portage .— 945-7931 
Conciliation Services 401 York 945-3367 


Conservation Officet (Wpg District) 


139 Tuxedo — 945-7270 


Construction Engineer (Highways & 


Transportation) 215 Gary — 945-3775 


Construction Services (Government 


Services) 1383 Whyte — 945-8018 


CONSUMERS BUREAU . 
_ (Consumer Complaints & Information) 


307 Kennedy — 956-2040 


Continuing Care Directorate ~ 


831 Portage — 945-6737 


Contract Engineer (Highways & 


Transportation) 215 Garry — 945-3776 


CONTRACTS 


(Government Services) -1700 Portage 


Construction 945-7539 
Building Services 945-7521 
Co-op Development 215 Garry 945-3682 


Co-op & Credit Union Regulation 


215 Garry — 945-3682 


Core Area Training & Employment Agency 


-124 King — 945-5775 


Coroner/Medical Examiner (See Chief 


Medical Examiner’s Office) 


Corporation Capital Tax 401 York —— 945-3761 
Corporations & Business Names 


Branch : 
405 Broadway — 9AS-2500 


Corrections 
Adutt 139 Tuxedo 945-7309 
Juvenile 139 Tuxedo 945-7288 


CORRESPONDENCE SCHOOL 


528 StuamesSt Stuas — 945-7612 
High School Equivalency Program 


(GED Tests) ————————_ 945-7617 
Student Counsellor 945-7619 
Student Registration 945-7618 
Student Registrars 

(Problems /information when 


enrolled) ~ 945-7393 


jation Branch 405 Broadway — 945-2832 Coct of Living Tax Credit information 


401 York — 943-3401 


COURTS — a 
Administrator of Court Services . 
: 405 Broadway — 945-2084 
County St Boniface . 
227 Provencher StBon — 5-8010 


County Court-Winnipeg 
ae ~ 405 Broadway — 945-3125 


Court Communicators 
: 151 Princess — 942-6829 
Court Communicators 
620-504 Main — 943-0621 
Court of Appeal 433 Broadway —— 945-2647 
COURT OF QUEEN’S BENCH 
405 Broadway 7 
Civil & Criminal Division 945-3014 
Famity Division (Divorce) 945-4052 
Marriages 945-3133 
Orderly Payment of Debts 9——— 945-3133 
Prothonotary/Registrar 945-3026 
Small Gaims 945-3138 
Surrogate Division (Wilts) ——— 945-3184 
Court Reporters 405 Broadway —— 945-2097 
Court Reporters 139 Tuxedo 945-7181 
Court Services 405 Broadway ——— 945-2084 
Famiy Courts 
212 Dumoulin-St Boniface ——— 945-8003 
239 Magnus 945-8953 
Continued 


GOVERNMENT OF MANITOBA —Continued 


139 Tuxedo-Bidg 30 945-7138 
Juvenile Court 139 Tuxedo ————- 345-7166 
Provincial Court 

373 Broadway 945-3454 

207 Donald 

Rural Offences ———————— 945-2094 
Winnipeg Traffic Division —— 945-3156 
Public Safety Building 


151 Princess — 945-2457 
St Boniface 
227 Provencher StBon — 945-8004 
Cottage Lots-Leases & Permits 
1495 StamesSt Stuas — 945-6774 
Crimina! injuries Compensation Board 
333 Marytand — 775-7821 
Criminal Prosecutions Branch 
405 Broadway — 945-2852 
CRISP (See Child Related income Support 


Program) 
Crops Section 401 York 


CROWN ATTORNEYS a 
Juvenile Bidg30-139Tuxedo 945-7175 
Public Safety Building 


151 Princess — 945-3188 
Woodsworth Bldg 405 Broadway —— 945-2852 
CROWN LAND 

Agricutture 1495 StJamesSt Stlas — 945-6758 
Natural Resources 

2 1495 StJamesSt Sttas — 945-6765 

Crown Oi Leases 330 Graham ——— 945-6571 

Cuttural Development 177 Lombard — 948-3847 

Curriculum Assessment 

% 1200 Portage — 945-7931 


Curriculum Development & 
tmplementation 1181 Portage — 945-7975 
Curriculum Guides 1181 Portage ——— 945-6037 


“Custody & Guardianship Cases 
139 Tuxedo — 945-7236 


D 
Dairy Section 
. 545 UnwersityCres FtGry — 945-7692 
DAY CARE SERVICES FOR 
CHILDREN 
2nd 114 Garry 
General information 945-2197 
North Winnipeg Area 945-8771 
South Winnipeg Area — 945-4884 
West Winnipeg Area 945-4886 
Day Release Centre 223 Memorial —— 945-3278 


Daylight Saving Time 450 Broadway — 945-3787 
Death Certificates 401 York 945-3701 
Debentures (Corporation Mortgages) 

405 Broadway — 945-3123 
DENTAL 


Dental Childrens Program 


Dental Health Services 
831 Portage — 945-6689 
Dental! Services (Social Allowance 
Administration) 270 Osbome — 945-3053 
Dental Services Storeroom 
1500 Regent Trans — 945-8600 


Dental Clinics 
Park La Salle School 261-8417 
‘St Norbert School 261-8626 
St Norbert 45 La Digue Av 269-7959 
Department of Education Library 
1181 Portage — 945-7832 
Design Services Branch 


1700 Portage StJas — 945-7608 
Destination Manitoba (DREE Grants for 
Tourism) 155 Carton — 945-4282 
Diabetic & Life Saving Drugs 
831 Portage — 945-6832 
Diagnostic Support Centre (Education) 
500 Shaftesbury — 945-8560 
Direction des ressources educatives 
francaises 200 Cathedrale StBon — 945-8594 
Disaster Assistance Board 
379 Broadway — 945-3050 
Divorce 405 Broadway 945-4052 
Driver Education (High School Students) 
: 1075 Portage — 945-4604 
DRIVER LICENCES 1075 Portage — 945-6850 


DRIVER TESTING 
Appointments for Gass 1 23 , 
. 1057 Thomas — 668-5646 - 
General Office 945-7311 
Appointments for Gass 4 5 67 
; 141 Doncaster — 945-7311 
General Office ; 
141 Doncaster — 945-7320 
Drug Abuse information 
1031 Portage — 786-3831 
Drug Centre (Veterinary) 


545 UnwersityCres FtGry — 945-7655 
Drug Pamphlets 880 Portage ————— 945-8978 
Dutch Elm Disease 530 Kenaston —— 945-7866 


E 


ECONOMIC SECURITY 
ADMINISTRATION 
270 Osborne 


Continued 


945-3813 _ 


831 Portage — 945-6689 - 


GOVERNMENT OF MANITOBA —Continued 


Accounts (Social Adowances) ——— 945-27. 

Liens (Social Atowances) 945-30 
ECONOMIC SECURITY DIVISION 

Administrative Office .—————— 945-21 
ECONOMIC SECURITY OFFICES 

Central Office 164 Isabel —————- 945-6 

North Office 1790 Main 945-604 


South-West Office 880 Portage —— 945-464 
Student Social Allowance : 
693 Taylor — 945-61 


Economic Anatysis (Agriculture) ——— 945-35( 
EDUCATION 
Accounts 1181 Portage 945-79: 
Administration 1181 Portage 945-685 


Adult Basic Education-R R CC 
1700 KingEdward StJas — 633-45; 


Bureau de Education francaise 

1181 Portage — 945-69) 
Child Care & Development 

1181 Portage — 945-79) 
Communications’ 1200 Portage —— 945-61! 
Community Colheges 


1200 Portage Stuas — 945-253 
Computer Services 1200 Portage — 945-79: 


School 
528 StuamesSt StJas — 945-76) 
Curriculum Assessment 
: 1200 Portage — 945-79: 
Curriculum Development & 


Implementation 1181 Portage — 945-79; 
Diagnostic Support Centre 
500 Shaftesbury Tux — 945-854 
Direction des ressources educatives 
francaises . 
200 Cathedrate StBon — 945-85‘ 
Dubbing Service 1181 Portage —— 945-784 
Film Booking 1181 Portage 948-784 
Finance (Schools) 1181 Portage —— 945-69] 
High School Equivalency (G E D) 
528 StuamesSt Stdas — 945-76] 
High School Marks 1200 Portage —- 945-7% 
instructional Media Services 
1181 Portage — 945-78: 
—_—_———_—_—— 45-78: 


Library 1181 Portage 
Manitoba Textbook Bureau 
277 Hutchings — 945-8& 
Manitoba School for the Deaf . 
500 Shaftesbury Tux — 945-89: 
Media Productions 1181 Portage —— 945-78: 
_ Native Education 1181 Portage —— 945-781 
Personnel Services 1181 Portage — 945-68' 
Personnel Services (Community 
Cotleges) 1200 Portage -— 945-355 
Planning & Research 
; 1200 Portage — 945-61; 
Post Secondary Adult & Continuing 
Education 


1200 Portage 945-25! 
Administration & Finance 945-25! 
Communications 945-85( 


Manitoba Technical Training Centre 
200-1 Wesley — 942-17; 


Private Trade Schools 945-85( 
Varsity Athletics 945-851 
Post Secondary Career Dev 


elopment 
1200 Portage — 945-61 
Community College Access 
Program/tnner City Nursing 


2055 NotreDame StJas — 633-59: 
Core Area Training & Employment 
Agency 124 King — 945-57; 
Program Development & Evatuation- 
Community : 

1200 Portage — 945-59; 
Pupil Transportation 1181 Portage — 945-685 
Red River Community Cotlege . 

z 2055 NotreDame StJas — 632-23) 
Regional Services 1200 Portage —— 945-611 
School Budding Projects 

1181 Portage — 945-6H 


School Busing & T tion 
1181 Portage — 945-681 
School Library Services 
1181 Portage — 945-78 
Special Materials Services 
é 1181 Portage — 945-78 
Student Aid Appeal Board 
- 693 Taylor — 945-63: 
Student Aid Branch 693 Taylor —— 945-63: 


_ Teachers Certification & Records 
1200 Portage — 94S-7% 
Teachers Retirement Allowances Fund 


Board 1200 Portage — 945-61 
Vocational Education 
1181 Portage — 945-7! 
Education Tax Credit 401 York ———— 945-371 
ELECTORAL OFFICE 
Provincial Elections ONLY 
450 Broadway — 945-32 
EMERGENCY MEASURES 
ORGANIZATION 405 Broadway - 945-55! 
Employment Development & Youth 


Services 401 York — 945-35! 
Emptoymen t Services & Economic 


Security 
AFTER HOUR EMERGENCIES ——— 774-67 
Continued 
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jem Affairs Canada{Cont’d) 
Director ------------ 668-6474 
| ----------------- 667-6341 
Office 102-307 Jarvis 668-6575 
Program 
eeet nwa teesedebe 668-5151 
Se ee ae 862-7224 
Petes Adee dine sina 863-5271 
ee ee 863-5471 
b Forests ----------- 993-5468 
sa weccenn------- 993-5343 
Swaweasectakeses 634-2256 
ire & Forests ------ 996-2343 
der -------------- 996-2256 
Jaen en ------------- 969-2243 
ene --------------- 390-2531 
Nater Lands & Forests 536-7335 
ea entn------------ $36-7347 
corder ------------ $36-7366 
ox Range Rd PD ere 
o---------------- 668-5151 
tai -------------- 668-3629 
eral Resources ------ 668-3646 
lewable Resources --- 668-3631 
fic Affairs ---------- 668-3627 
& Architecture ------ 668-3624 
ions - 
Aanaget ----------- 668-3621 
pad -------------- 668-3625 
ontrol Centre ------- 668-2263 
gement ----------- 668-2263 
ces 
Managet ----------- 668-3647 . 
lagement Head ----- 668-3628 
ts . 
lanaget --------~-- 668-3638 
1d Use Planning ----- 668-6561 
ces Sys Ag ae 
lanager ----------- 668-3645 
Lands : 
Administration Bldg 667-6904 
Recorder : 
dera! Bldg --------- 667-6849 
\ DEPARTMENT OF ) 
Lambert St -------- 668-7171 — 
ds -~------------ ~ 668-4346 * 
lealth & Safety ----- 668-4346 
NS BOARD 
Wana ------------- 668-4346 
ILIAMENT 
ices 
le MP i. 
je - Peace River nar aeect 
eek -------------- 782-2564 
AP - ig? a 
laf --------------- 778-7340" 
a MP +3 
)7 Main St Whitehorse _ 667-4878 
sa ae -------------- 668-5151 
»----------------- 668-2404 
CE 
2S 3 : 
ton Headquarters. 
308 Main St “ ane 
t Commander ------ 667-2559 
so---------------- 667-2550 
inancial Bldg 
0 2 ee ee 420-2754 
Fir 1525 W 8th Ave 732-4303 


DA POWER COMMISSION 
at “Nin Community 


<ANAOA 
NORTHERN PIPELINE AGENCY SOCIAL INSURANCE NUMBERS 
CANADA i See EMPLOYMENT & IMMIGRATION 
Whitehorse 200-4114 4th Ave ------ 668-4301 CANADA 
NURSING STATIONS EMPLOYMENT CENTRES 
ae Milch. n kk e e Sei Whitehorse Detachment 
WOES <= <2 = SRS Sak 966 4100-4th Ave Whitehorse 
OIL & CHEMICAL SPILLS-EMERGENCY REPORTS Complaints/inquiries ------------ 667-5555 
ro Wee Service) condi NCO Chaige: s<2~- 222 re aitewy 667-5565 
pee oy ae a ie la 667-72 General Investigation Section ----- 667-5594 
OLD AGE SECURITY emi ar GiOOm Was seca oO 667-5564 
Edmonton 7th Fir 10055-106 St ----- 420-2630 - Commercial Crime -------------- 667-5574 
Vancouver 107-1525 W Bth Ave ---- 732-1177 Custos GiExciga c= tees 28 - 667-5578 
PARKS CANADA Orug Section ---.2..-30d.dese~ 667-5577 
Dawson i 
Klondike National Historic Sites ---- 993-5462 © Camemanding Otter see=nee=-- 667-5584 
Destruction Bay Administration & Personnel ------ 667-5511 
Kluane National Park an Pui CIO Otlicer ooo eee ae 667-5585 
~” (Warden's Office) ------------- BUtSAR ES BOS “Cl haater Cig tite tween st 667-5586 
Sheep Mountain Area (Seasonal) --- 841-5161 -- -.' Crime Prevention/Native 
Haines Junction Policing «<==~-.«.S2inecb se 667-5593 
Kluane National Park ; (ata os 2327S: Financial Service. Gece ece eee 667-5597 --_.. 
Headquarters ---------------- 034-220 len ee a GAP aig a Bodie ae Bay i 
(Warden's Mes ====". §34-2305 Sen ede pee 2 a ie 
Whitehorse : , Staffing/Training Officer ---+---- 667-5512 
National Historic Sites '----------- 668-2116 * Telecommunications ----------- 667-5569 
SS Klondike National Historic Site 667-4511 _ “hit Detachment ------------- 668-4489 
PASSPORTS SALES TAX-FEDERAL 
— See Extemal Affairs Canada Pe See EXCISE nee es pei! SU Baie Ah 
POST OFFICE SECRETARY OF STATE. i 
See CANADA POST : _ Citizenship Registration _ ats 
PUBLIC SERVICE COMMISSION OF - Cassiar ae 
CANADA Mr Frank J Buckley ------------ 778-7435 
Whitehorse 302 4114-4th Ave Dawson City fincludrn residents of 
* Staffing Programs Branch Yukon : Elsa, Mayo. Clinton He 
_ General Information & Enquiries -- 668-4487 ~ -Mr C Proleit JP Dawson City tara 993-5408 
Northern Careers Program . PF FortNelson :- 2+ 
Yukon Region on = eres 
: - 200 A Yukon Centre 4114 4th Ave. zie sine aaa ae ee 
* General Information & Enquiries 667-2327 Mc AH Burton) 2=2e eee ce - 636-2309 
PUBLIC WORKS CANADA ~~ Watson lake stating 
Fort Nelson Mrs Mary A McCulloch --------- 536-7307 
4804-51 Ave W Whitehorse (including residents of 
- Construction Engineering --------- 774-6956 Haines Junction. Carmacks, Faro. 
Property Administration ---------- 774-2319 Ross River 
Whitehorse Carcross. Teslin and Atlin) Z 
201 Range Rd Room 240-308 Main St --------- 668-2721 
All Branches ------------------ 668-2181 Citizenship Programs 
Tenders & Contracts ------------ _ 668-5255 All Locations sy pee, We 
Sere Ci Sta Sion Room 240-308 Main St Whitehorse 668-2721 
tce (Tenants) -----------=- ‘ SOLICITOR GENERAL CANADA é 
PUBLICATIONS-FEDERAL * e Call Dawson Creek ------------ - {694) 782- 9101 
Hull OSS Hull Quebec K1A 0S9 ----- 997-5362 SPOUSES ALLOWANCE . ; 
REGIONAL INDUSTRIAL EXPANSION Edmonton 7th Flr 10055-106 St ----- _ 420-2630 
Business Information Vancouver 107-1525 W 8th Ave. ----. 732-1177 
Centre Vancouver = STATISTICS CANADA Pte 
Cafl Operator (No Chg) ; ; ; Statistical Information Vancouver : 
All Areas ---------- Zenith 03200 See Government-British ca ri ee 
Whitehorse 301- 108 Lambert St 668-4655 Vital Statistics kt a 
REVENUE CANADA - CUSTOMS & EXCISE for Birth Marriage & Death Se 
See CUSTOMS & EXCISE - Certificates a0 ove 
ROYAL CANADIAN MOUNTED POLICE & Change of Name Information. = - . 1) 
For Listings in BC Locations- See White * Call Operator (No Chg) Pp euate 
Pages ae All Areas - - - -- - - ---- Zenith 08913 
Beaver leek aeaecsmn mcm erwe sn nn 862-7300 SUPPLYASERVICESCANADA ws 
Carcross ----------------------- 821-4441 Whitehorse 204 Lambert St -------- 668-5808 
shes Dae potas ae craanceagactane acces 863-5251 SURVEYS&MAPPING = we 
Dawson City -------------------- 993-544 Whitehorse ------—---+-=------- 668-2636 
SIO) worsens seoreonnnsacsaa 994-2444 TELEVISION INTERFERENCE ae 
Hames Junction ---------- Sees 634-2221 See COMMUNICATIONS CANADA 
i: lambert o-oo ae og 996-2322 TRANSPORT CANADA 5 ~~ 
Old Crow ---------------------- 966-3211 Burwash Landi Seagal «Rs ante 
Pelty Crossing ------------------- 537-3311 Flight Service Station --------2--- 841-4242 
Ross River --------------------- 969-2227 Dawson City : ; 
Teslin ------------------------- 390-2500 Flight Services Station ----------- 993-5338 
Watson Lake -------------------- 536-7443 Fort Nelson oot 
Note: If No Answer at any of these Mipot Manager -----------.---: 774-6454 
numbers : Fire Department-Emergency Only -- | 774-3333 
Dial 0 and ask the aed for -. Fight Service Station ------------ 774-3124 
pouch nea tnt’ “ nepal coro ve 


GOUVERNEMENT DU CANADA 


(Suite - Syle Page Opposes) 
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Transport Canada-{Cont’d) 
Mayo 
Flight Service Station ---------- -- 996-2334 
Watson Lake 
Airport Manager ---------------- 536-7701 
"Fire Hall -----------------.-.-. $36-7777 
Flight Service Station ------------ 536-7703 
Weather Information & Briefing ---- 536-7705 
_ Whitehorse 
“ = Aiport Manager ---------------- 668-2300 
>... Fire Hall ---------------------- 668-2223 
+. Control Tower --------------.-- 668-2295 
- , Unit Chief ------------------- 668-2393 
oe Distnct Airworthiness Office ----- 668-3400 
Flight Service Station ------------ 668-2290 
s 7 Telecommunications Area Manager 668-2662 
: UNEMPLOYMENT INSURANCE 
:~ See EMPLOYMENT & IMMIGRATION 
CANADA - EMPLOYMENT CENTRES 
WATER BOARD 
Whitehorse --------------- =--7--- 668-5151 
WATER SURVEY OF CANADA 
. Whitehorse Camp 918 Bldg 10 ----- 668-2161 
- WEATHER INFORMATION 
Aviation Briefings ---------------- 668-2293 
General Public Weather Information -- 668-2292 
Otficer-In-Charge & Administration --- 668-5747 
ew OC coreze-ssctzescssraseesnt, 668-2291 
Upper Air. ---------------------- 668-2294 
Met Inspection ------------------ 668-3251 
: Fort Nelson --------------------- ~ 174-6461 
_ WILOLIFE SERVICE CANADIAN 
Whitehorse 204 Range Rd ---------- 668-2285 


~ YUKON TERRITORY WATER BOARD . 


H - 
TRYING TO TRACK DOWN A GOVERNMENT 
"> ‘OF CANADA PROGRAM OR SERVICE? 
- THE CANADA SERVICE BUREAU WILL 
HELP YOU FIND THE INFORMATION 
YOU ARE LOOKING FOR. 

CALL OPERATOR (No charge to calling Party) 
ALL AREAS ASK FOR -------------- Zenith 08918 
NUMEROS FREQUEMMENT APPELES 
BUREAU DE SERVICE CANADA 
Renseignements et reference aux 
*“programmes et services federaux ‘“ 
de touts les regions 
demandez au telephoniste 
sans frais 


Immeuble Federal ---------------- * 667-5050 
ODOUANES Ets te aA a oe een a, ere 
Immeuble Federal ---------------- 667-6471 
HOPIUAL iioeee eaten cs rene, C6R-0444 
DROITS DELA GS et Senge 
PERSONNE Vancouver pias 666-2251 
IMMIGRATION Immeuble Federal oS 667-5010. 


AFFAIRES INDIENNES ET DU NORD See 
200 Range Rd ----------------+-- 668-5151 
DIVERSEMENT DE PETROLE ET PRODUITS 
- CHIMIQUES 
fapports concernant les urgences 


(24 heures) --------------- s--r---- 667-7244 

BUREAU DE POSTE ------------- 667-2412 
TRAVAUX PUBLICS 

201 ou 204 Range Rd ------------- 668-2181 
GENDARMERIE ROYALE DU CANADA fed 

ALDI Ave: = ~=sbepademaeesin gs ** 667-5555 
ASSURANCE-CHOMAGE RENSEIGNEMENTS 

immeuble Federal ---------------- 667-5070 


METEO RENSEIGNEMENTS ------- ~ 668-2293 
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IMPOT VANCOUVER _ 
De toutes les regions 
demandez au telephoniste 


ie Rad © i ly a 


ISANSIN AS) oa noe oo Zenith 04000 
INFIRMERIES » 

Iskut. B.C. ---------------2 2-222 234.9514 

dglecraphi Greek B.C. <s=2-2-.L2e- 235-3211 


JUSTICE CANADA MINISTERIE DE LA 


Whitehorse 204 Lamben St -------- 668-7171 
LEVES ETCARTOGRAPHIE 
Whitehorse -------------------.. 668-2636 
METEO-RENSEIGNEMENTS 
‘Briefing aeronautique ------------- 668-2293 
Renseignements meteorologiques pour 
NOIDUDNG) Hm << === 2 nooo enone 668-2292 
Agent resp et administration wor nee- 668-5747 
DW = Fe ecs ash sls S2------ 668-2291 
Haute atmosphere -----------.--- 668-2294 
Inspection meteorologique ------- -- 668-3251 
FORINGISON ~oae=-—=-5 o.oo 774-6461 
MINES-SAUVETAGE ar 
Whitehorse ----- fanaa nae nee e 668-5151 
Qu ----------2------.--._2:., 668-2404 
NOUVEAUX HORIZONS ; 
Edmonton 203 Financial Bldg ae 
HOb2I-N00 Aveiq-=--2-- 3. <= 22 420-2754 
Vancouver Main Fir 1525 W 8th Ave 732-4303 
PARCS CANADA pare Nee 
Dawson 
Lieu historique national af ; . 
Klondike ----------.-_- =----- 993-5462 


Destruction Bay 
Parc National Kluane uc: ve 
(Bureau de Gardien) -------- - 841-4471 
Sheep Mountain Area: 


(Saisnonnier) ------------... 841-5161. 
Haines Junction * BAS8, ch earns 

Parc National Kluane eels ae ae 
Bureau Principal ------=--:-- 34-2251 


Bureau de Gardien - ve 
634-2305 


(Fins de Semaine): --------- 
Whitehorse ste 
Lieu historique national --------- - 668-2116 
Lieu historique nationat ~ ; 
SioiKondike = a-ae—nn- os. 667-4511 

PASSEPORTS : ‘ 
(Voir Affaires Exterieures Canada). . 

PECHES ET OCEANS ' 
Dawson City (Ete seulement) ----- ‘==. 993-5474 
Haines Junction x 

Renseignements Generaux ------- 634-2235 

Whitehorse ela on 
Renseignements Generaux ------- 667-2235 
Services Biologiques ------------ 667-7821 
Op ee 667-7822 


. ae eh on soe Ne eared gl Mia 
POSTES CANADA 
Bureaux de Poste “-" ~~ e  -  - ii 
CasSitafias-2-=- cae ccc one ones 778-7399... 
Dawson City imm Federal -------- 993-5342 -. ~ 
Faro Centre d'achats ------------ 994-2759 
Nelson ------------------- 774-6723 
Maiire de poste 
Dawson Creek ------- a2----- 782-2322 
ile MAO oapaues oath) ce 996-2277 
Watson Lake ----------- pore e-- 536-7325 
Whitehorse -------------------- 667-2412 
POSTES DE SANTE : 
Beaver Creek ------------------_ 862-7225 
Burwash Landing -----=------.-.. 841-5401 
Carcross ----------- Drtcctece--- 821-4581 
Otd ied oro ne-------~-- S------ 966-3421 ~ 
- Upper Liatd -------------------- | 536-2287 | 
POSTES DE SOINS INFIRMIERS 
Dawson peop nos esnaneudatines's = «=! 993-5399 s 
Old Grow? eso senate ce ~---- 966-3421. 
PROCUREUR DE LA COURONNE Reet 
Whitehorse 204 Lambert St -------= 668-7171 
PUBLICATIONS FEDERALES : : 
Centre d'edition MAS Hull : eee 
Quebec KtA0s9i-= = —eesaaes = _ 997-5362 


REGIME DE PENSION DU CANADA .- 
Edmonton 7e etage 10055-106 St. --- 
Vancouver 107 1525 W 8th Ave ----~ 

RELEVES HYDROLOGIQUES DU CANADA 


420-2630 
132-1177 


Whitehorse Camp 918 Bldg 10 ----- 668-2161 
REVENU CANADA-DOUANES ET ACCISE : ... 
Voir DOANES ou ACCISE 
SANTE ET BIEN-ETRE SOCIAL CANADA 
Services medicaux Whitehorse .. Be ae 
Renseignements eneraux pa aie 668-6461 
Directeuinregional=--=--=2---=6- 95 (Gea. 6461 
Medecin responsable des . & 
programmes ----------------- i "668-6461 
ie ent ean de L’Administration .~ v 
egionale ----------------__- 668-6461 
Agent d'Hygiene du Milieu -------- 668-6461 
Infirmiere regionale ------------- 668-6461 
Instructeur Regional de LHygiene 668-646 
Sante Mentale ----------------1 668-6461- 
Infirmieres dela zone Nord -~---- 668-6461 
Infirmieres de la zone Sud -------. 668-6461 
Finances et Comptabilite ------==-° 68-6461 
Voyages et demenagements ------ 668-6461 
Personnel ------------<.2.-25% 668-6461 
SORA DAP es ecco aan Sane eee 668-6461 
Infirmiere, sante de la Fonction ad et 
apie: wo atece-------------- 668-6461 


668-7175 


(CU HUTT H oRSé 


106 ae GOVERNMENTS — GOUVERNEMENTS. ~. 
i: ec} Bt ae = ly eter. ait aus Bi; oem es ke : a } 


SECRETARIAT O'ETAT 


Enregistrement de la Citoyennete ‘ 
. Cassiar 
M Frank J Buckley wao--+------ 
Dawson City incluant les residants de 
Elsa. Mayo. Clinton Creek) 
MC Profeit JP Dawson City ----- 
Fort Nelson ; 
MWA Dawson -------------.- 
Stewart a o 
MAH Burtolt +2-2<--0ensreeo 
Watson Lake Me paeicded 
Mme Mary R McCulloch ataneens 


778-7435 


636-2309 
536-7307 


Whitehorse (incluant les residantsde= = oC 


Haines Junction. Carmacks. Faro. 
Ross River. - °= 
. Carcross. Testin et Alin) .. ue 
piece 240-308 Main St --------- 
Programmes de la ciloyennete : 
Toutes les localites 
piece 240-308 Main St Whitehorse” 
SECURITE DE LA VIELLESSE 
Edmonton 7e etage 10055-106 St --- 
Vancouver 07-1525 W 8th Ave ----- ; 
SERVICES GEOLOGIQUES -- Se ee 
Whitehorse 200 Range Ad ------_-- 
SOCIETE CANADIENNE D'HYPOTEHQUES er of. ' 
LOGEMENT 
Whitehorse 203-303 Jarvis St ------ 
SOCIETE DU CREDIT AGRICOLE CANADA 


668-2721» 


420- 2630 
ans Jit 


667- 4236 


10224-10th St Dawson Creek -------: 782-3747 - 
SOLLICITEUR GENERAL CANADA 
Appelez Dawson Creek ----- : ae 782-9101 : 
STATISTIQUE CANADA ss *>, 5 ote ee 
Renseignements SN ney ee ake oD 
Statistiques-Vancouver_- . Y wry 


De toutes les regions © oe 
demandez au telephoniste (sans : 


fais) eee ee eee Zenith 08913. 


Pour les certificats de. Naissance. 1 
mariage 
et deces et pour renseignements : 
sur les: Sena ar Pd Mat 
changements de nom — Voir seat 
Gouvernement de la 
Colombie-Britannique, statistiques 
vitales . 

SUPPLEMENT DU REVENUE GARANTI 
Edmonton 7e etage 10055-106 St --- 
Vancouver 107-1525 W 8th Ave ---- 

TAXE DE VENTE FEDERALE  __ 

Voit ACCISE ---=---— 2 =o 


420-2630 
732-1177, 


__ TRANSPORT CANADA _ 


Burwash Landing 
Service de voig_ ----------- 

Dawson City 
Service de vois ----------- 

Fort Nelson ; ‘ 
Gerant de laeroport ------- 
service de vois --------.--. 

Mayo F 
Service de vois -----------.- 

Watson Lake 
Gerant de I’ aeroport -------- 
Service de vois_------------ 

~ Whitehorse 
Gerant de l'aeroport -------- 
Tour de controle ----- ------ 

- Chef de section -----—----- 
Bureau de district, navigabilite 
aerienne -------------...- 
Gestionnaire regional des- 

telecommunications ------- ¥ 
SENVICE de VOrS (2-2 a= amas 
TRAVAIL CANADA - 

Whitehorse --------- tetentabatet 
Normes de travail Pee 
Securite et hygiene du travail -- 

TRAVAUX PUBLICS CANADA 

Fort Nelson ; 

4804-51 Ave W pie 
Genie en Construction --+----- 
Administration peer ----- 

Whitehorse . . we oe a. 
201 Range Rd oe 
Tout les services. -------- eae 
Sousmissions et contrats Sees 
Urgences apres les heures - . 

e service (locataires) ------ . 


“a 


VOUS IGNOREZ A QUEL PROGRAMM 
SERVICE DU GOUVERNEMENT ou 
VOUS ADRESSER? 

Le Bureau de Service Canaa est la pou 
obtenir les renseignements que vous 
De toutes les regions, appelez le. 
telephoniste (sans frais) et damandei 


ALL OFFICES ARE LOCATED. 
IN WHITEHORSE UNLESS 
OTHERWISE SPECIFIED 


TOLL-FREE OUTSIDE WHITEHORSE 


Human Resources . * 
Motor Vehicles --------------- 667-5315 


Probation --------=----=-+--- 667-5231" - 
Tounsm Yukon ----------==--- 667-5340 - a 
Whitehorse Public Library ----- = 106725239 >= 
YHIS YHCIP General Office ----- 667-5209 - ° 
Yukon Archives -------------- 667-5321 
ADMINISTRATOR PUBLIC ~i-------- ~ 667-5317 
ADOPTION 
See HUMAN RESOURCES > * = 
ADULT & CONTINUING EDUCATION ; 
Dweclor --------------......... 667-5131 
| Program Planning =------=--------- 667-5142 
Apprenticeship & Industral 
Training ----------- poe nnte-- a 667-5131 
Yukon College ------------------ 667-4262 
AIRPORTS 
Beaver Creek ------------------. 862-7282 
AM -------------------------- 994-2791 
id Crow) ~---<---- 2200.5 o.. 966-3511 
Ross River ------------------.-. 969-2241 
Teslin ----------------------2-- 390-2525 


ALCOHOL & DRUG SERVICES 
6118-6th Ave Whitehorse - 


at hn 


General Inquiries ------- +------ = 667-5777 
Co-ordinator of Programs --~------ 667-5726 
Qut-Patient Treatment ---------- 667-5777 
Prevention Education Programs - ---=* 667-5777 
Training Programs --------2---- -- §67-5777 
' Employee Assistance Programs ---- 667-5777 
Detoxication Centre 502 Hoge St. 667-2336 
Cal [0SSier en ae a eee eee _ 821-4121 
Dawson City -----------.-.----.. 993-5543 
40 ------------------2.---~.- 994-2749 
Haines Junction -------2-2 222222 634-2203 
ay ~------------------------- - 996-2283. 
Old Crow: -=2<---7. 2.222222. 966-3351 
Teslin. ---------+-~----+2 390-2588 
Watson Lake -------2--2--24.2 ee = 936-2232... 
AMBULANCE ad Setar ae 
Urban Supervisor --=--- eee -- - 668- a Local 69 
Rural Supervisor --------------.-. . 667-5206 
APPRENTICESHIP CERTIFICATES. © ; se 
TRAINING ---------------2 220.2 667-5131 
ARCHEOLOGY : 
See HERITAGE sie 
ARCHIVES : 
General inquiries sorcerer e-------- - 667- 5321 
ART GALLERY : 
See HERITAGE BRANCH tel 
ASSESSMENTS-PROPERTY = iat 
General Inquiries ---------------- ee 
Chief Tax Assessor --------------- $234 
Assessors - - - - - - -~ - - 667- 5236/5266/5068 
ANODE CONTRO ean nee e an ana e 667-5146 
AUCTION SALES : 


See ASSET CONTROL 


GOVERNMENT OF YUKON... ~ 


AUDIO VISUAL SERVICES Nee ae 


Room 7. Whse Elementary School ;_ 
Film Library ---------------2-2222,. 667-5240) = 
Supervisor --------------- tis---) 667-5228" ” 
BIOLOGISTS SA eee: 
See RENEWABLE RESOURCES poo ay Staten 
BIRTH CERTIFICATES) 2-2-2- === --= 667-5207 ~ 
BOILER INSPECTIONS (PROTECTIVE .. mh 
SERVICES) ~------=->-- 5 ee "667-5765 
BUILOING INSPECTIONS (PROTECTIVE. 
SERVICES) |--=-=--- 2-2-5 e- 667-5445 
BUILDING MAINTENANCE WORKSHOP 667-5726 
BUILDING PERMITS ° soi Seto 667-5445 
CABINET et hi Fe 
See EXECUTIVE COUNCIL,” ee serena 
CAMPGROUNDS 23) cman, a4 
See RENEWABLE RESOURCES" pea gra cha 
CERTIFICATES” : RCIA anh cee 
Apprenticeship ie : 
Birth ~---------~-2---2--- 9-228 - . 
Death Foreeceeetecnnc ences nant 667-5207 
Mariage -~----------------</2. "667.5207 
Tradesman -----—-<------- 2-2... - 667-5131 , 
CHIEF CORONER --------- 2------ 667-531% © 
CHILD CARE x : 
See HUMAN RESOURCES * 5s 
CHILDRENS GROUP HOMES * ve 
Klondike Group Home ------------- 667-2123 
Liard Street Group Home ---«----:- 667-2128 
Lowe Street Group Home -------- =~ 667-4882 
Receiving Home woeeten rere nese 667-2051 
Watson Lake Group Home ------=-2- ” §36-7580 
COMMISSIONER --------2-------.. 667-5121 
COMMUNICATION DISORDERS CLINIC hee 
did Ave & Lambert St -----:------- 667-5913 


COMPUTING SERVICES ----------- 
CONSERVATION OFFICERS 
See RENEWABLE RESOURCES _ 
CONSTRUCTION ENGINEERING <--. 
CONSTRUCTION INSPECTIONS 
(PROTECTIVE SERVICES) ----.---. 
CONSUMER & CORPORATE AFFAIRS 
Deputy Minister -----------------. 
Accounting - 
Business & Professional Licences -==- 
Company Registrations & Scarhact -- 
Consumer Services --------------- 
Document & Personal Property Security 
Registrations ------------------ 
Labour Services ----------------- 
Metric & Consumer Information actee- 
Occupational Health & Safety ------- 
Securities --------------+------ - 
Socielies & cpa : 
Association 


CONTRACT ADMINISTRATION - eesss . “ 


CORONER 
See CHIEF CORONER’ 


CORRECTIONS - WHITEHORSE 


CORRECTIONAL CENTRE ’ 
General Inquiries ---------------- 
Director ---------------- Sarwan 5 
Deputy Director Treatment -------- 
Deputy Director Custody (Local 6) -- 
Training Coordinator -------------- 
Work Program Coordinator --------~ 
Corrections Social Worker (Local 7) -- 


(Continued Next Penal 
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EXAMPLES OF PUBLICITY MATERIAL 
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SERVICE DE RENSEIGNEMENTS CITIZENS’ INQUIRY SERVICE 

AU PUBLIC 511 — 401 York Avenue 

511-401, avenue York Winnipeg, leo 
‘ahipes i R3C OV 

Winnipeg, Manitoba 

ac aus ' Telephone: (204) 945-3744 

Téléphone: (204) 94§-3744 Toll-free within Manitoba 


Sans frais, du Manitoba 1—800—282-8060 


1—800—282-8060 
CITIZENS* INQUIRY SERVICE 


The CITIZENS' INQUIRY SERVICE, as the government's central telephone 
miguiry centre, reports directly =to the Executive Council. 


The CITIZENS' INQUIRY SERVICE was established in 1972 to provide direct, 
two-way communication between the government and the public. Celnws 
provides a toll-free service to persons anywhere in the province who are 
seeking information on government programs or policies. 


The service is not intended to usurp or interfere with the functions of the 
government switchboard operators, Members of the Legislature or ombudsman. 
It is not an advocate of government policy nor does it become involved in 
political matters. 


The system is designed to make information available without charge. The 
service provides clients with information; transfers calls to departments 

or agencies when this is possible; provides appropriate telephone numbers 

or recommends other sources of information. The service also maintains 

liaison with other levels of government and private agencies and makes referrals 
to these organizations when appropriate. 


The service operates from & a.m. to 5 psem., Monday through Friday. 


fa. june, 1975, therG.l .o. a assumed the¥role,of central inquiry for federal 
government departments and agencies in the province. C.1.S. inquiry officers 
will provide information when possible and provide the phone numbers of 
appropriate departments and agencies. 


The phone numbers for the CITIZENS' INQUIRY SERVICE are: 


In the City of Winnipeg — 945-3744 

Outside Winnipeg — 1-800-282-8060 
Written inquiries should be sent to CITIZENS' INQUIRY SERVICE, Room 511, 
Norquay Building, 401 York Avenue, Winnipeg, Manitoba, R3C OPS8. 


Citizens' Inquiry Service provides a bilingual service in both English and 
French. 


The service is also equipped with a Visual Ear for communicating with the 
hearing impaired. For users of a Telecommunications Device for the Deaf 
(TDD), the phone number in Winnipeg is 945-4796. 
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APPENDIX C 
EXAMPLES OF VOLUME STATISTICS 


| | August 1994 ° ~ 
= ISLAND INQUIRIES| 
RENSEIGNMENTS DE L'ILE pe ere * 


SEE-7575 TOL FHEEPSANS FRA 


MONTHLY REPORT/RAPPORT MENSUEL 


4 } Dim./Sun. Lun./Mon. Mar./Tues. Mer./Wed. Jeu./Thurs. Ven//Fri. Sam./Sat. 


Appels totaux/Total calls: - 340 Agent d'information/ 

Jours ouvrables/Days open: 2a Information Officer 

Moyenne d'‘appels journaliers/ & ee 
Average calls daily: (5.4 Barry 3 llon 


Fedeéral/Federal: 
Appels en francgais/French calls 5S pe 
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a GOVERNMENT OF CANADA 


2 AGRICULTURE 


D.A. ADMIN. 
CANADA MORTGAGE §& HOUSING 
D.A. ADMIN. 
3 CONSUMER § CORPORATE AFFAIRS 
D.A. ADMIN. 
[2 EMPLOYMENT § IMMIGRATION 
D.A. ADMIN. 
[{ ENERGY, MINES § RESOURCES 
D.A. ADMIN. 
“2. ENVIRONMENT 
D.A. ADMIN. 
3 EXTERNAL AFFAIRS 
D.A. ADMIN. 
3 FEDERAL BUSINESS DEVELOPMENT BANK 
D.A. ADMIN. 
{ FINANCE 
D.A. ADMIN. 
FISHERIES § OCEANS 
D.A. ADMIN. 
( FITNESS § AMATEUR SPORT 
D.A. ADMIN. 
!O HEALTH § WELFARE 
D.A. ADMIN. 
3 INDIAN AFFAIRS § NORTHERN DEVELOPMENT 
D.A. ADMIN. 
S INDUSTRY, TRADE & COMMERCE (DRIE) 
D.A. ADMIN. 
JUSTICE 
D.A. ADMIN. 
2. LABOUR 
D.A. ADMIN. 


NATIONAL DEFENCE 
D.A. ADMIN . 


A puBLIC WORKS 
D.A. ADMIN. 


A REVENUE CANADA (TAXATION) 
DLAs ADMIN. 


fe REVENUE CANADA (CUSTOMS §& EXCISE) 
D.A. ADMIN. 


SCIENCE §& TECHNOLOGY 
D.A. ADMIN. 


SECRETARY OF STATE 
DA. ADMIN. 


@. STATISTICS CANADA 
D.A. ADMIN. 


[4 supPLY & SERVICES 
D.A. ‘ADMIN. 


44 
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2. TRANSPORT 


DA. ADMIN. 
TREASURY BOARD 
DA. ADMIN. 
S VETERANS' AFFAIRS 
DA. ADMIN 
OTHER(Fed.) 
Doas ADMIN. 
PROVINCIAL CALLS 


D.A. ADMIN. 


Governor General's Office 
Prime Minister's Office 
Privy Council 
Cabinet 
Parliamentary Secretaries 
2. House of Commons 
2. Leader of the Official Opposition 
Leader of the New Democratic Party 
Senate 
3 Solicitor General 
(O Constituencies (M.P.'s) 


INDEPENDENT COMMISSIONS, CROWN 
CORPORATIONS §& COUNCILS 


Canada Council of the Arts 
Canadian International Development 
Agency 
Commissioner of Official Languages 
Economic Council of Canada 
Export Development Corp. 
Federal Boundaries 
Heritage Canada 
International Development Research 
Centre 
Loto Canada Inc. 
Metric Commission 
National Film Board 
4-National Research Council of Canada 
A-Post Office 
2 Privacy Comm. 
Public Service Comm. 
Status of Women 
§72 Various 


2Ol Total activities/inquiries Prov. 


139 Total activities/inquiries Federal 


TOTAL 340 
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ew Brunswick Information Service - Service d‘information du Nouveau-Brunswick 


N.B. INQUIRIES TEE E jpeg a gen adon 
RENSEIGNEMENTS N.-B. ee eee 


C.P./ P.O. Box 6000 
Fredericton, NB 
ESB Sia 


MONTHLY REPORT/RAPPORT MENSUEL 


- AOUT 198) 
AUGUST 198k 


Diny./Sun. Lun./Mon. Mar./Tues. Mer./Wed. Jeu./Thurs. | Ven./Fri. Sam./Sat. 


ir, ea he. 
2 2 
| . 


Agents d'information/ 
Information Officers 

Surveillant/Supervisor 
Normand Léger 


Appels totaux/Total calls: 
Jours ouvrables/Days open: 


Moyenne d'appels journaliers/ 
Average calls daily: 


Appels locaux/Local calls: 


Cécile Babineau 
Appels sans frais/Toll free calls: 


Fédéral/Federal: 
Appels en frangais/French calls 


Cécile Guérette 
Elden McLaughlin 
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tance annuaire/ 18 
tory Assistance 


Total 92 


culture et Aménagement rural/ 
culture & Rural Development 


tére/ = 45 Rae 471 
iment . epartment 
tance annuaire/ Assistance annuaire/ 8 
tory Assistance 11 Directory Assistance ; 
Total 56 Total 19 
‘ovisionnement et S Contréleur/Comptroller 
ly & Services . Ministére/ 
tére/ Fall Department - 
rtment . Assistance annuaire/ ra 
tance annuaire/ 56 Directory Assistance 
tory assistance . Toial 23 
Total 160 | 
. Education/ 
mblée législative/ Edweation 
slative Assemb!] Baath 
a jah eis “ Ministére/ 4B 
tance annuaire/ Assistance annuaire/ . 
story assistance Directory Assistance 3 
Total iG Total TT 
__ ministre/ Ewitonments f 
oe Environnement 
inistration 32 Mintstere/ - 
ice d'information du N.-B./ Department 
oo panies Assistance annuaire/ \ 
stance annuaire/ 9 Directory Assistance 
ctory assistance Total Se 
tet! 8h Finances/ 
éges communautaires Wiinance 
amunity Colleges mans 
stére/ 22 inisteree ia Be) 
Department 
artment 
Bees Beices Assistance annuaire/ oD 
: 9 Directory Assistance 
ctory Assistance a 
: Total . 31 | } Total 
amerce et Développement/ Jeunesse et Loisirs/ 
amerce & Development Youth and Recreation 
stere/ . 80 : aaa ik 139 
artment pi eS a 
stance annuaire/ Assistance annuaire/ 12 
ctory Assistance e . Directory Assistance 
Total 107 ‘ * Total Bike ks 
nmission d’énergie électrique du N.-B./ Justice 
. Electric Power Commission Ministére/ 302 
linistration he . Department 
stance annuaire/ 2 Assistance annuaire/ 38 
ctory Assistance Directory Assistance aun 
Total 
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éches/ Société d‘habitation du N.-B/ 


isheries N.B. Housing Corporation 
finistére/ * Administration : 96 
lepartment 1) 
sistance annuaire.  y, Total 96 
irectory Assistance 
tal : 
peer 22 Tourisme/ 
{éforme de la gestion des services publics/ i Tourism _ 
ublic Service Delivery Reform mee 
AE aed pial Ministere/ o 
~Total 18 ‘ Department 
.éforme du programme social/ . Assistance annuaire/ 16 
social program Reform i Directory Assistance E 
: Total 2.49 Total 58 
tessources historiques et culturelles/ Transports/ 
distorical and Cultural Resources Transportation 
Ministére/ ‘i Fas Ministére/ 
168 
Department fi : Department 
Assistance annuaire/ 46 ie wo , Assistance annuaire/ ho 
Directory Assistance | Directory Assistance 
Total 109 , : Total 2L0 
Peecources naturelles/ Travail et Ressources humaines 
Natural Resources Labour and Human Resources 
Ministére/ Ministére/ 152 
Department 66 Department 
Assistance annuaire/ 33 Assistance annairey |" 23 


Directory Assistance Directory Assistance 


Total 99 | Total ie 8) be 
Bctés | . ete ae aie 
Siealth oo epartmenital Inquiries 
ey, 390 ; _ Conseil consultatif sur Ja condition de la femme/ 6 


Department Advisory Council of the Status of Women 


Alcoolisme et Pharmacodépendance/ 5 


red. a2 
eee ee annual e/ Alcoholism & Drug Dependency 


Directory Assistance 
Total 403 Commission des droits de I'homme/ i 
: Human Rights Commission 
Secrétariat du Cabinet 


- - Commission des licence 
Cabinet secretariat icences et permis. d’ alcool/ 21 


Liquor Licensing Board 


Administration 18 Secrétariat 4 l’énergie/_ 4¢ 
Assistance annuaire/ Energy Secretariat 
Directory Assistance 11 Députés/ | a 
Total 29 - | - MLAs 
Services/sociaux ae . Ombudsman 21 
Social Services Société des alcools du N.-B./ 
: N.B. Liquor C ‘2 
_Ministére/ 102 .B. Liquor Corporation 
Department Commission de la Fonction publique/ it 
Assistance annuaire/ 25 Civil Service Commission 
Directory Assistance 
127 Autres/ 
tal 
. ake f Others +9% 
Société d’aménagement régional/ 
Community Improvement Corporation Demandes sur le Fédéral/f ¢ 99 
Administration Federal Inquiries 


Assistance annuaire/ 
Directory Assistance 


Total ~-- 
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EP ~7 1984 


yernor General's Office at 
ne Minister's Office is 
ry Council 

inet 

liamentary Secretaries 

sse of Commens 10 


der of the Official Opposition — AS 

der of the New Democratic Party 

late Ls 
Total 1 


yriculture 
ministration 
ier responsibilities 


Total GAl% 
ommunication we 
ministration 
rer responsibilities 

Total 10 


onsumer & Corporate Affairs 
ministration 

Ver responsibilities 
Total 10 


anada Mortgage & Housing Corp. 

ministration 

ner responsabilities 
Total OT 


nployment & Immigration 
ministration 
her responsibilities 

Total 80 


nergy, Mines & Resources 
ministration 
her responsibilities 


Total 18 
nvironment 
ministration 
her responsibilities 

Total 07 
xternal Affairs 
iministration 
her responsibilities 

Tolal <5 


ederal Business Development Bank 
Jministration 
her responsibilities 

Total 22 


inance 
{ministration 
ther responsibilities 
Total 3 


GOVERNMENT OF CANADA 


MOIS AOUT 1984 
MONTH AUGUST 198) 


Fisheries & Oceans 
Administration 
Other responsibilities 


Total it 
Health & Welfare 
Administration 
- Other responsibilities © 
Total- 59 


Indian Affairs & Northern Development 
Administration 
Other responsibilities 

Total { 


Industry, Trade & Commerce & 
Regional Economic Expansion 
Administration 
Other responsibilities 

Total 1h 
Justice 
Administration 


Other responsibilities 
Total 6 


Labour 
Administration 
Other responsibilities 


National Defence 


_ Administration 


Other responsibilities 
Total lt 


Post Office 
Administration 
Other responsibilities 
Total 9 


Public Works 
Administration 
Other responsibilities 
Total 2 


Revenue Canada 
Taxation 0 
Customs & Excise 18 
Total 78 


Science & Technologie 
Administration 
Other responsibilities 


Total 
Secretary of State 
Administration 
Other responsibilities 

Total 
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Social Development 
Administration 
Other responsibilities 

Total 


Solicitor General 
Administration 
Other responsibilities 

Total 


Supply & Services 
Administration 
Other responsibilities 

Total 5 


Statistics Canada 
Administration a 
Other responsibilities < 

Total 9 


Transport 
Administration 
Other responsibilities 
Total 10 


Treasury Board 
Administration 
Other responsibilities 

Total 


Veterans’ Affairs 

Administration 

Other responsibilities - 
Total 10 


Independent Commissions 
Crown Corporations & Councils: 
Canadian International Development Agency 
Commissioner of Official Languages 
Economic Council of Canada 

Export Development Corporation 

Federal Boundaries 

Heritage Canada 

International Development Research Centre 
Loto Canada Inc. 

Metric Commission 


National Film Board ) 

National Research Council of Canada 

Public Service Commission h 
. Status of Women 

Other 114 

Provincial Inquiries ~ 3,828 


TOTAL FEDERAL INQUIRIES 600 
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MANITOBA 
Cilizens’ Inguiry Service 
cumuLative Monthly Report 


Month: JULY 1984 


1 | Ho eB cal be 5. 6 q 
a , 
Ay 725 629 578 | 609 
8 9 10 $4. 
| 749 | 661 569 611 
i ies 16 ay 18 
| 655 566 596 Bie | 
oe | 33 | _ Jigs 26 : 27 | 28 
| 
| | 
| 687 615 | 546 | 56h | 473 | 
29 | 30 31 : | 
177 631 | | 


Staff 
Maureen Eskow, Manager 


Iiliana Moscarda 
Reine Ross 
Joy MacLachlan 


Total Days Open: 21 

Total Hours Open: 189 

Total Calls: 12,629 

Average Calls Daily: 610.9 


Rivian Rimer 


Jennifer Flachbart 
Helen Armstrong 
Rosalie Olson (S.T.E.P. Student) 


Correspondence: 5 


Comments: 


COMPARATIVE STATISTICS 


JULY 
1983 198 
Total Provincial Inquiries: 7, Ohd, 6,667 
*(+other 792) 
Total Federal Inquiries: L171 54310 
Total Inquiries: 11,215 12,829 


*Effective April 1, 1984 outside government inquiries are no longer 
included within the Total Provincial Inquiries. 
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Citizens’ Inquiry Service 
provinciaL Monthly Report 


Month: gury 198): 


8 
386 Sees) 29k, 323 308 

15 16 ry 18 19 20 | 21 
3L0 280 338 P26 - | 270 | 

22 23 2h 25 | 26 27 | 26 
oot Spe. 283 | 265 226 

29 | 30 31 | | 
366 289 | | 


Staff 
Total Days Open: 21 Maureen ESskow, Manager 
Total Hours Open; 189 Liliana Moscarde 


Reina Ross 
Total Calis: 6,667 Joy MacLachlan 


Average Calls Daily: 317.48 Rivian Rimer 
‘i a Jennifer Flachbert 
Helen Armstrong 
Rosalie Olson (S.T.E.P. Student) 


Comments: 


COMPARATIVE STATISTICS 


JULY 
1983 198k 
Total Provincial Inquiries: 7,044 6,667 
*(4other 1792) 


Total Federal Inquiries: 4,171 5370 
Total Inquiries: 1i¢2i5 12,829 


*Effective April 1, 1984 outside government inquiries are no longer 
included within the Total Provincial Inquiries. 
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Ciiizens’ Inguirv Service 
FEDERAL [¥ionthly Report 


Month: JULY 198L 


114 2 3 L, 5 6 7 
0 
“is 
A 250 227 215 5) 
8 9 10 4 12 re 13 1h 
318 309 2h7 216 210 
15 ie 
263 26h, 
22 cat 
1302 258 
29 | 30 
355 301 


Totel Days Open: 21 

Total Hours Open: 189 
Total Calis: 5,370 

Average Calls Daily: 255.71 


Average Length of Time Spent 
mer Gaient: < min. 10 sec. 


Maureen Eskow, Manager 

Liliana Moscarda 

Reina Ross 

Joy MacLachlan 

Rivian Rimer 

Jennifer Flachbart 

Helen Armstrong 

Rosalie Olson (S.T.E.P. Student) 


ss laaaaa COMPARATIVE STATISTICS 
JULY 
1983 198h 
Total Provincial Inquiries: 7, Ohh 6,667 
*(4other 792) 
Total Federal Inquiries: © 4,171 ey. 
Total Inquiries: 11,215 12,829 


*Effective April 1, 1984 outside government inquiries are no longer 
included within the Total Provincial Inquiries. 
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Citizens’ Inquiry Service 
orHER Monthly Report 


Month: JULY 1984 


I 5 6 | 7 
L5 26 | 

7% 12 13 | 1, 
1,2 23 | 

1s 19 20 eal 
37 29 | 

4 26 ve 28 

[39 29 | 


——— 


Staff 
Maureen Eskow, Meneger 
Liliana Moscarda 
Reina Ross 
Joy MacLachlan 


Total Days Open; 21 

Total Hours Open: 189 
Total Calis: 792 

Average Calls Daily: 37.71 


Rivian Rimer 

Jennifer Flaechbdert 

Helen Armstrong 

Rosalie Olson (S.T.E.P. Student) 


oie COMPARATIVE STATISTICS 
JULY 
1983 198L, 
Total Provincial Inquiries: 7 OLL, 6,667 
*(4other 792) 
Total Federal Inquiries: 4,171 5,370 
Total Inquiries; 11,3215 12,829 


*Effective April 1, 1984 outside government inquiries are no longer 
included within the Total Provincial Inquiries. 
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JAN 6 1984 


Government of Canada Gouvernement du Canada 
Department of Communications —_ Ministére des Communications 


300 Slater Street 
Ottawa, Ontario 
K1A 0C8 


—o Rs ws /~-/0-/ 
Ou Ne — Notre réterence 4040-8 


January 4, 1984 


Centre for Service to the Public 
SUPPLY & SERVICES CANADA 

Ottawa, Ontario 

K1A OSS 


Attention: H. Mercier 
Dear Héléne: 


Attached for your information and records is a copy of the 
Yukon Govermment Enquiry Centre's October 1983 Statistics. 


Yours sincerely, 


deve 

A/Manager 

Policy & Analysis 

Government Telecommunications 


Agency 
Attach. 
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Interview Guide - Senior Provincial Administrator 


(Introductory - Check that they have seen the design report - if 


not provide a copy 


- Briefly outline the 5 issue areas 


a 
Zs 


3 
4. 
s. 


Public awareness of availability of access 
data base use 

federal identity 

federal department involvement 


objectives achievement/costs) 


1. How long have you been involved in the broad administration 


of the referral program? 


2. What is the 
e.g. do 


nature of your role? 


you have: (ask only if not covered) 


_ 


liaison functions with federal administrators 

of the referral system? 

monitoring responsibility on the adequancy 

of the data base or the volume of calls 

handled? | 

input at the time of future contract negotiations? 
any other responsibilities related directly to 


referral services? 


3. Are there active promotional efforts made to increase public 


awareness of the program? 


inves 


If no 


~_- 


a 


get examples 

check if federal aspect is considered 

see if there is any measure or monitoring 
to test success of promotion 

obtain promotion costs 


who authorizes promotion 


are there any plans for future promotion 
activity 
how do they assess public awareness of 


the service? 
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4. How is the data base: 
— maintained? 
- used? 
- assessed as to adequacy? 


- coordinated with federal data base information? 


5. Are there any standards of service: 
- # of calls handled per hour 
- use of two official languages 


-— response times for follow-up etc. 


6. For callers wanting access to federal government services, is 
there any central identification of the availability of federal 
services. If yes, how is this done? If no, are there any plans 


to insert federal identification? © 


7. Do you monitor the cost of the referral service? If yes 
- how frequently and in what fomm (get data) 
- are the provincial/federal costs 
identified and if so how (by volume 


load/timing of use etc.)? 


If no, is there any provincial agency or person who would data on 


costs/volumes etc.? 


8. As the evaluation is generally concerned with the 
effectiveness of the service, have you any other concerns that 


you would like to have included in the study findings? 
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Interview Guide - Operating Head of Referral Services 


(Introductory Notes: 
- briefly discuss evaluation showing the 
framework if needed 

- state purpose of the visit: 
-- to observe the operation 
- to get operating data 
- to discuss strengths/weakness 
— to probe relationship with feds 


on data base, referrals etc.) 


1. Name title and major responsibilities of the Head of referral 


services. 
2. How long have you been with the service? 


3. What resources (PY's/$/Equipment) are provided to maintain 


the referral service? (obtain hard data) 


4, What operating data (# of calls, cost per call, referral 


action etc.) are maintained? (Obtain copies) 
5. How is identify to the referral service provided? 


6. If the caller wants federal government services, how is the 


federal identity provided? 


7. Is toll free service available to your clients? If yes, what 


oa 


% of calls are long distance? (get data) 


8. Do direct switching facilities to federal departments exist? 


If yes: 

- where . 

- how 

- who pays 
If no: 


how are calls directed 


) 


who pays 


) : A ; = A | bo ne a 
i . 4 | Ae vid A a (i My RSs 


ciara powNitte ips ta a 


opel ti ie eiifoaod ats 2 rhe oF « 


: 2 ees 
é 
i 
' 
! [ 1 
| é 
i | 
i 
- yh 
, 
4 
4a 
i 
- 
“oe a 
y ly 
i re 
t fy 
ee 
i =f Py 
it 
va 
o ayn 
Ai ol 4 
eh /- Aa ny Pr GA Fg 


9. Do you receive feedback from your clients? 


If yes: 
- how (call/letter etc.) 
- what action results 
- get data 
If no: 
- who does? 


10. What type of data base do you use for referrals? (review and 


comment) 
11. How is it maintained and at what cost or level of effort? 


12. Do you have liaison for (10) above or for other reasons with 


federal representatives? If yes, who and how often? 


13. Have you any other areas you would like to. comment on or see 


included in the evaluation findings? 
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Interview Guide -— Federal Government Representative 


(Introductory - Get name, title, department 


- explain evaluation study) 


1. How long have you been in your present position - or involved 


with the telephone referral arrangements? 


2. What is the nature of your involvement with telephone 
referral: | 

— maintenance of data base 

- handling referral calls 


- administration of referral for department? 


3. Have you any way of measuring the impact of the referral 
system 

- resources for data base 

- #'s of calls 


- other? 


4. What identity measures are taken for referral calls: 
- Govt of Canada 
- Department Identity 
- Other? 


5. Has the referral system 
- added to your workload/costs? 
— improved level of service? 
- helped the public gain access? 
- other areas? 


(Get data for each response area) 


6. How do the Federal Service Bureau for your area and the 
provincial referral services interact where liaison with your 
department is needed? Do they interact with your department and 


in what way? 
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7. Are you asked to provide any data to the referral service? 
If so, what data. 


8. Have you received public comments on 
- your service 
- referral service 
- official languages use 
- identification of federal 


services or other areas? 


9. Do you have any observations, comments etc. that you would 


like to have included in this evaluation? 


Telephone Interview - Users of Referral Services 


(Introductory Notes: 
- introduce yourself 
- recently provided your name for a 
follow-up survey on the level of 
service provided by the (name of 
of service). 
- may I ask you eight short questions 


on the service you received.) 
1. Was this your first time using (name the service) 


2. If no, how frequently do you use the service and what was the 


nature of your other enquiries? 


3. if this was your first time were you: 
~ referred to the correct department 
- was your enquiry dealt with satisfactorily 
and promptly 
- would you use the telephone referral service again 
- yes (check) 
- no - why not 


4. Your enquiry is shown as a federal government department 
service. Were you aware of receiving assistance from the federal 


- government? 


5. If yes, how did you know which level of government 


(municipal, provincial, federal) was assisting you? 


6. If no, which level of government did you think was providing 


service? 


7. Were you referred directly to assistance or were you given a 


number to call and was the information reliable? 


8. How did you become awgare of (name the service) 


Bi rang. See 


¥ 
. 


1 8 i al 7 
= i > ey 7 = 7 
t | : ea: “4 oor = 
, a 2 as 7 : 
; MNO ES shade tliat 


_ _ > 
{ Powerit zr? a e ’ 
a ° Gh bg A - ' 
ae mad = . 
ta .¥ 35 “tj a, fee aa. . 
= 7 
c is ip + - = - . ‘ 
. = at ji 7 A r a i: oad + 
. 7 nthe ro el Sea 1 vo Wa 
f [ a — 
~ 
amy c¥ 
dine 
‘ 
= F —_ 
. 
= te Be, 
‘ 
Wry , r - han 
. - “ a / ae bs | 
i 
+= 3 7 - 
- - se £2 7 f as 
: 
j Yitw 
a 
z _ 
~ f 
i ry " ( 
x +3 a) i 
4 * ois 
- fs ; } é f ; 
” > ty. 4 ae = - 
t 
j 
win tess Toutes “— - ® re 
at § ~O@>159 ot - a = +) ~~. or a m4 y a 
1 oy as > .ih¢ WOR Gov Tepe 
‘ 2 
ways rT ,s id ino r - - 
b whet & > « ye. bia 3 
¥ ~ ia ’ 
5 
. . . 0 ‘ f; 47444 Witevlon 
~ ae t\'5 


.4 ‘ i i 
= OS7ic UIGY Staw 1 sone Be om whi 
=a A - «J see ee @ 7 
af aso 3 al # ites on 

Hy 7 

vy 

i ' a 6 y 

_ ry 


9. Have you any suggestions on improving the service, 


particularily concerning access to federal government services? 


Guide - Discussion with Service Bureaux Managers 
- get explanation of system 


i 


discuss 


data base for referrals 
monitoring 

liaison 

departmental contacts (federal) 
referrals to Bureaux 
complaints 

operational data 

standards (if applied) 


broad evaluation issues to get their views 


obtain leads to federal department representatives 


search out strengths/weaknesses 


get all 


hard data available 


APPENDIX E- 


t Shai itey 


OFFICIALS INTERVIEWED _ 


APPENDIX E 


OFFICIALS INTERVIEWED 


A. CENTRE STAFF 


Helene Mercier ~ Centre Headquarters 
Karen MacDonald - Halifax Bureau Manager 
Gail Hall - Winnipeg Bureau Manager 


B. NEW BRUNSWICK 


(i) Provincial 


Mr. Normand Leger - Senior Provincial Administrator 
Mr. Eldon McLaughlin —~ Information Officer 
Ms. Cecil Babineau -~ Information Officer 
Mr. Norman Guerette ~ Information Officer 


(ii) Federal 
Liaison representatives: 
‘= CHMC 
— Health and Welfare (2) 
-— Revenue Canada — Taxation 


- Energy Mines and Resources 


- Canada Employment and Immigration (2) 


C. PRINCE EDWARD ISLAND 


(i) Provincial 


Mr. Frank Arsenault —- Senior Provincial Administrator 


Mr. Barry Gallant -~ Operating Head of Referral Services 
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(ii) Federal 


Liaison representatives: 


Health and Welfare 

~ Revenue Canada — Taxation 

- Secretary of State 

-— Consumer and Corporate Affairs 


- Energy, Mines and Resources 
D. MANITOBA 
(1) Provincial 


Mr. Norm Donogh -~ Director Executive Council 

Information Services | 
Ms. Maureen Eskow ~ Manager, Citizens Inquiry Service (CIS) 
2 staff members CIS 


i 


(ii) Federal 


Liaison representatives: 


DRIE 


} 


— Communications (DOC) 

—~ Customs amd Excise 

— Transport 

- Energy, Mines and Resources 

~ Agriculture 

- Consumer and Corporate Affairs 

- National Health and Welfare 

-~ Federal Business Development Bank 
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Eo SU kOM 
(zy Territorial 


Mr. Dennis Senger - Chief, Public Affairs 
Relief Operator - Yukon Inquiry Centre e 


(ii) Federal 
Administrators 
-— DIAND (2) 


~ National Health and Welfare 
- Canada Employment and Inmigration 
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*, .MEMORANDUM OF AGREEMENT dated as of this lst day of December 1982. 


‘ BETWEEN: The Government of Canada (hereinafter 
referred to as “Canada") represented 
herein by the Minister of Supply and 
Services . 


OF VIBE ELIRS TO PART 


AND: The Government of Prince Edward Island 
(hereinafter referred to as “Prince 
Edward Island") represented herein by 
the Minister of Transportation and 


Public Works, 


OF THE SECOND PART 


WHEREAS it is recognized that the governments of both 
parties provide a breadth of programs within their respective 


jurisdictions to the public; 


s 


AND WHEREAS it is also recognized that both knowledge 
and access to the totality of available programs is essential 


for effective government; 


AND WHEREAS the parties are desirous of entering into 
an agreement which would facilitate access to all such 
available programs through joint federal and provincial 
initiatives while at the same time increase the efficiency and 


economy and reduce duplication within their respective 


governments; 


AND WHEREAS the Minister of Supply and Services and 
the Minister of Transportation and Public Works have been 
authorized by their respective parties to enter into and to 


execute this Agreement. 


NOW THEREFORE this Agreement witnesseth that Canada 


and the Prince Edward Island covenant and agree as follows: 
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b) 


ic) 


dq) 


e) 


£) 


In this Agreement, 


“capability” includes knowledge of programs, 


departments or instrumentalities where such is made 


available by "Canada"! 
"department or instrumentality" includes: 


ibe Bh any of the departments named in Schedule A to 


the Financial Administration Act; 


(ii) any other division or branch of the public 
service of Canada, including a commission 
appointed under the Inquiries Act, designated by 
the Governor in Council as a department for the 
purposes of (this Act; 

(iii) The Senate, the House of Commons and the library. 
of Parliament; and 

(iv) any corporation named in Schedules B, C, and D 

to the Financial Administration Act. 

"program" includes programs, information and services 


of a department or instrumentality; 


"Island Inquiries“ means a division of Island 
Information Service of the Government of Prince Edward 
Island the function of which is to assist the public 


in obtaining the appropriate source of information on 


a Prince Edward Island program, 


“How to" pages means instructional pages in the blue 
page section of public telephone directories which 
will carry informational messages of a specific nature 


about how to obtain certain government services. 


“blue pages" means a scparate section in public 
telephone directories utilizing blue coloured pages in 
which the services of the respective governments are 


listed together with their respective telephone 


numbers. 
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(2) Words in singular include the plural, and vice versa. 


2. ## Prince Edward Island shall: 


a) 


b) 


c) 


d) 


provide a service which shall have the capability and 
the capacity in Island Inquiries to respond, in either 
of Canada's two official languages, to telephone 
enquiries from the public concerning programs of 
departments or instrumentalities to ensure that all 


such enquiries are 


(i) referred to the correct department or 


instrumentality; 


(ii) given an appropriate government of Canada 
_telephone number for programs not locally 


available; or 


(iii) answered directly where the enquiry is of a 
fundamental nature and can be satisfied without 
resorting to paragraphs (i) or (11) where such 


information is made available by Canada, 


operate the service described in paragraph (a) in 
Island Inquiries throughout the normal working hours 
in Prince Edward Island on each day that is a normal- 


working day for either Canada or Prince Edward Island. — 


provide, through Island Inquiries, the service 
Gescribed in paragraph (a) to the public within Prince 
Edward Island through a toll-free telephone number 
which should be available within the second year of 


this Agreement, 


promote Island Inquiries within Prince Edward Island 
as described in paragraph (a) as a joint project of 


Canada and Prince Edward Island. 


Canada shall: 


a) 


provide, upon execution of this Agreement, and ina 
form agreeable to Island Inquiries, a list of all 
programs of departments or instrumentalities and 
thereafter, as and when appropriate, any revisions, 


additions or deletions of that list; 
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b) 


c) 


provide appropriate telephone numbers including 
toll-free numbers where available:with respect to the 


programs of departments or instrumentalities; 


provide, at its own cost, if and when required and in 
what manner, all as determined by Canada, the training 
of Island Inquiries personnel in the use of the 


information provided pursuant to paragraph (a) and (b). 


Canada will contribute towards the cost of Island Inquiries 


in the following manner: 


a) 


b) 


(1) 


The annual basic contribution made by Canada in each 
of the four consecutive fiscal years beginning 


April 1, 1982 will be as follows: 


(i) for the 1982-83 fiscal year, the sum of ten 
thousand dollars ($10,000) to be paid within 
thirty days (30) from the effective date of ths 
Agreement; 


(ii) for each of the three fiscal years 1983-84, 


ae 1984-85 and 1985-86, the sum of twenty nine 


- thousand dollars ($29,000) to be paid on or 


before the first day of each fiscal year. 


In addition to the basic contribution described in 
(a), Canada will contribute $3,000 towards start-up 
and advertising costs associated with establishing the 
new service, which sum shall be paid whithin thirty 


(30) days from the effective date of this Agreement. 


Prince Edward Island shall maintain detailed daily 
records of all telephone calls received by Island 
Inquiries which records shall, amongst other things, 


include, 


(a) the number of incoming telephone enquiries with 
respect to programs of departments or 
instrumentalities and the number respecting 


Prince Edward Island, 
(b) the nature of each enquiry, 
(c) the response given to each enquiry and the 


program, if applicable, to which the telephone 


caller was directed. 
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(2) 


(3) 


Prince Edward Island shall providé such detailed daily 


records to Canada every three (3) months from the 


effective date of this Agreement. 


Prince Edward Island and Canada may, from time to 
time, agree upon the need for special statistical 
surveys by both or either one of the parties the cost 


of which shall be borne equally. 


Canada and Prince Edward Island agree to co-operate in 


developing systems designed to access the public in Prince 


Edward Island to the respective programs of Canada and 


Prince Edward Island and in particular, but not limited 


to; 


a) 


b) 


c) 


(1) 


(2) 


(3) 


the introduction of blue pages, 


the listing of the programs. of the respective 


governments,*and 


the inclusion of “How to" pages in public telephones 


Gucectorures. 


The effective date of this Agreement Saetie upon 
execution by the’ parties, be December 1, 1982 and it 
shail semain in full, force and effect from that cate 
until March 31, 1986 unless earlier terminated by 
Prince Edward Island upon six (6).months written 


notice or by Canada upon twelve (12) months written 


notice. 


All notices or other documents shall be deemed to be 
given. when Gelivered or, if mailed, postage prepaid, 
at the expiration of ten (10) days from the date of 


mailing exclusive of the date of mailing. 


Notwithstanding subclause (2) above, if any 


been mailed 


and at the time of mailing the postal service 


was in a state of interruption due to strike, 


a) 


lock-out or other similar occurrence, or 


notice has 
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10. 


b) within the ten day period referred to in 
subclause (2) above, the postal service is 
interrupted because of strike, lock-out or other 
similar occurrence such notice will not be 

- deemed to have been given until ten (10) days 
after the termination of such interruption 
exclusive of the date of such termination. 

In the event of an early termination of this Agreement, the 
account as between the parties shall be determined and 
settled by pro-rating the moneys paid pursuant to clause 4 
over the fiscal year for which they have been paid and 
Prince Edward Island shall forthwith reimburse Canada in 
the aliquot amount that represents that period of time 


remaining to the end of that fiscal year from the Gate of 


such early termination, 


For the purpose of any notices required in respect to this 


Agreement 


(1) the address of the Minister of Supply and Services 
shall be: - | 
Supply and Services’ Canada 
Task Force on Service to the Public 
Ottawa, Ontario 
K1A OSS . 
Abe: Director, Task “Force .on 
Service to the Public 


‘and the address of the Minister of Transportation and 


(2) 
Public Works shall be: 
P.O. Box 2000 


Charlottetown, abet. 
C1A 7N8 


(1) In the event of any controversy arising between the 
parties to this Agreement in respect thereof either 
party may refer the controversy to the Supreme Court 
of Prince Edward Island for hearing and consideration 


and for the opinion of the Court. 


(2) a) A reference under subclause (1) shall be in the 


form of a question for the opinion of the 


Court. 
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b) . The form and terms of the reference under 
‘subclause (1) shall be agreed upon by the 
parties hereto or, if they cannot agree, shall 
be determined by a judge of the Supreme Court of 


Prince Edward Island upon application by either 


party. 


This Agreement shall not be assigned by Prince Edward 


Island without the consent in writing of Canada first hand 


and obtained. 


This Agreement may be amended from time to time as agreed 


to in writing by the parties. 


This Agreement and everything therein contained shall 
ensure to the benefit of and be binding upon the parties 


hereto and their respective successors and assigns. 
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IN WITNESS WHEREOF this Agreement has been executed on 
behalf of the Government of Canada by the Minister of Supply 


and Services and ‘on behalf of the Government of Prince Edward 


Island by the Minister of Transportation and Public Works. 


SIGNED, SEALED AND DELIVERED 


in the presence of 


eh nee 


vA 


The Government of Canada 


\ 
TIN 


. mn | : 
Minister of Supply and Service 


O\\ 


We 


. e 
“ ‘ 5 
ca . \ 


att 


The Government of Prince Edward Islané¢ 


¢ 
Minister of Transportation and 


Public Works 
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MEMORANDUM OF AGREEMENT 
"BETWEEN 
THE 
GOVERNMENT OF CANADA 
REPRESENTED BY 
THE MINISTER OF SUPPLY AND SERVICES 


hereinafter referred to as "Canada" 
AND 


THE 
GOVERNMENT OF NEW BRUNSWICK 
REPRESENTED By 
THE PREMIER OF NEW BRUNSWICK 


hereinafter referred to as "New Brunswick" 
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MEMORANDUM OF AGREEMENT dated as of this lst day of April 1984. 


BETWEEN: 
THE GOVERNMENT OF CANADA (hereinafter referred to 
as "Canada") represented herein by the Minister of 
Supply and Services, . 
OF THE ,FEIRST «PART 
AND: 


THE GOVERNMENT OF NEW BRUNSWICK (hereinafter 
referred to as "New Brunswick") represented herein 
by the Office of the Premier, 


OF THE SECOND PART. 


WHEREAS New Brunswick agrees to provide the service 
as detailed in the Agreement dated the 9th day of February, 
1981 (hereinafter called "the Agreement") attached hereto and 


forming part hereof; 


AND WHEREAS Canada agrees to pay to New Brunswick a 


contribution for this service; 


NOW THEREFORE this Agreement witnesseth that Canada 


and New Brunswick covenant and agree as follows: 


1. That all terms and conditions of the Agreement 
shall continue in full force and effect, 
mutatis mutandis, from the lst day of April, 
-1984 for a term Of one year, save as to its 
term, its expiry date and the payment of the sum 


of money set out in clause 4 of the Agreement. 
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That an independent evaluation of the federal/ 
provincial telephone referral service, known 
as New Brunswick Inquiries, will be undertaken 
in 1984-85, according to a framework agreed to 
by both parties. 


Canada agrees to pay to New Brunswick, a sum 
NoOUmMto vexceéed 575,000; as 1ts- contribution, 
which shall be paid in quarterly installments 
calculated by prorating the cost of New 
Brunswick Inquiries according to the ratio of 
federal and provincial calls, as provided for 
in clause 4 of the Agreement. 


IN WITNESS WHEREOF this agreement has been 


executed on behalf of the Government of Canada by the 
Minister of Supply and Services and on behalf of the 
Government of New Brunswick by the Premier of New Brunswick. 


SIGNED, 


- 


SEALED AND DELIVERED The Government of Canada 


in-the presence of 


Witness The Minister of Supply and 


Services 


The Government of New Brunswick 


Witness The Premier of New Brunswick 
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MEMORANDUM OF AGREEMENT 
BETWEEN 
THE 
GOVERNMENT OF CANADA 
REPRESENTED BY 
THE MINISTER OF SUPPLY AND SERVICES 


hereinafter referred to as "Canada" 


AND 


id ys 8S 
GOVERNMENT OF MANITOBA 
REPRESENTED BY 


THE OFFICE OF THE PREMIER 
IN THE PERSON OF THE CLERK OF THE EXECUTIVE COUNCIL 


hereinafter referred to as "Manitoba" 
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MEMORANDUM OF AGREEMENT dated as of this lst day of May 1984. 


BETWEEN: 


AND: 


THE GOVERNMENT OF CANADA (hereinafter referred to 
as "Canada") represented herein by the Minister of 
Supply and Services, 


Of Thee LRG Pao 


THE GOVERNMENT OF MANITOBA (hereinafter referred to 
as "Manitoba") represented herein by the Office of 
the Premier, in the person of the Clerk of the 
Executive Council, 


OF “THE *SECOND PART. 


WHEREAS Manitoba agrees to provide the service as 


detailed in the Agreement dated the 21st day of October, 1980 


(hereinafter called "the Agreement") attached hereto and 


forming part hereof; 


AND WHEREAS Canada agrees to pay to Manitoba a 


Contribution for this service; 


NOW THEREFORE this Agreement witnesseth that Canada 


and Manitoba covenant and agree as follows: 


1. That all terms and conditions of the Agreement 
shall continue in full force and effect, 
mutatis mutandis, from the lst day of May, 1984 
for a term of one year, save as to its term, 
its expiry date and the payment of the sum of 


money set out in clause 4 of the Agreement. 
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22 That: ap widepentent evaluation of the 
federal/provincial telephone referral service, 
known as the Citizens Inquiry Service, will be 
undertaken in 1984-85, according’ to a framework 


agreed (ito by both parties. 


3. Canada agrees to pay to Manitoba, in quarterly 
installments, a sum not to exceed $90,000, as its 
Contrabution, fas: iprovi ded, for an ‘clause 4, of the 
Agreement. 
IN WITNESS WHEREOF this agreement has been 
executed on behalf of the Government of Canada by the 
Minister of Supply and Services and on behalf of the 
Government of Manitoba by the Clerk of the Executive 


Council. 


SIGNED, SEALED AND DELIVERED The Government of Canada 


in the presence of 


Witness Minister of Supply and Services 


2 


The Government of Manitoba 


Witness Office of the Premier as 
represented by the Clerk of 
the Executive Council 


Pe et ee 
ete: seiget 
oc a 7 rf ¢ 


- = « o) = 
“y » s<9) 5 
t nf (_—~ ¥ id - “ee 
>» p a - : e irs wd 
. (TF, P oa 
7 > 
, = 
2 Bee ¢ 
+ 
r - se #BA > 
q Bi | ’ we 
i ~ , oj H $ 
4 ?, ’ r ' { 
t 
t ‘ 
id 
« . 
' ' 
i 
oa 
? « 4 
‘= J é ; ‘1 i 
= © 
A q r >" a” 72) 
oie i] ‘ 4 ) §tsey td i 7 < Pi pet 
U . 
t 
\ 
~ 
. 
————— a psc: iG A —— 


Jie a u 7 . 
1simes? adz So a9h930 > as 
I> ela Yo be tapaeaget, Ps 
flonvod avitussse’ ed? 


as ay 


d 


iro 
. 
al 
“. 


MEMORANDUM OF AGREEMENT 
BETWEEN 
THE 
GOVERNMENT OF CANADA 
REPRESENTED BY 
THE MINISTER OF SUPPLY AND SERVICES 


Nnereinatter referred to asi" canada™ 


AND 


Ages 
GOVERNMENT OF THE YUKON TERRITORY 
REPRESENTED BY 
THE ADMINISTRATOR OF THE YUKON TERRITORY 


hereinafter referred to as "Yukon Territory" 
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MEMORANDUM OF AGREEMENT dated as of this lst day of April 1984. 


BETWEEN: 
THE GOVERNMENT OF CANADA (hereinafter referred to 
as "Canada") represented herein by the Minister of 
Supply and Services, - 
Cro THis sh URS Tr sPART 
AND: 


THE GOVERNMENT OF THE YUKON TERRITORY (hereinafter 
Hererned to as) "The Yukon Territory) represented 
herein by the Administrator of the Yukon Territory. 


OF “THE SECOND! PART. 


WHEREAS The Yukon Territory agrees to provide the 
service as detailed in the Agreement dated the 17th day of 
November, 1981 (hereinafter called "the Agreement") attached 


hereto and forming part hereof; 


AND WHEREAS Canada agrees to pay to The Yukon 


Territory a contribution for this service; 


NOW THEREFORE this Agreement witnesseth that Canada 


and The Yukon Territory covenant and agree as follows: 


1. That all terms and conditions of the Agreement 
shall continue in full force and effect, 
mutatis mutandis, from the istiday) of “Apr ily, 
1984 for a term of one year, save as to its 
term, its expiry date and the payment of the sum 


of money set out in clause 4 of the Agreement. 
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2. That an independent evaluation of the federal/ 
territorial telephone referral service, known as 
The Yukon Inquiry Centre, will be undertaken in 
1984-85, according to a framework agreed to by 
both parties. 


San caondddgagreecs “toc pay to. The.Yukon- Territory, 
thes Sum. WOf S25 ,000, «asiats contribwtion,..oni the 
Signing of this Agreement, as provided for in 
clause 4 of the Agreement. 


IN WITNESS WHEREOF this agreement has been 
executed on behalf of the Government of Canada by the 
Minister of Supply and Services and on behalf of the 
Government of The Yukon Territory by the Premier of The Yukon 
Teparitory. 


SIGNED, SEALED AND DELIVERED The Government of Canada 
in the presence of 


Witness The  Ministex of Supply: and*Services 


The Government of the Yukon Territory 


Witness | The Premier of the Yukon 
Territory 
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EXHIDIT 3:] 


= INQUIRY SERVICE WCRK DAY INQUIRY OFFICER 


FEDERAL SURVEY 


‘of Sample: Every fifth client requesting Federal information) | 
J DID CLIENT HEAR ABOUT CITIZENS! INQUIRY SERVICE? 

WIENT SOURCE 

TA Mee tor 9) 10011 12 33-115. 16 17 18 19920) Bie Bea oi 25. 26. 27 28. 29 30 
= i ee Che ero tlie Is th bb 17-18-19" 20 Be. aon plees 26. 27 28.29 36 
meer MOUTH 123456789 40 11 12 13 1, 15 16 17 18-1920 21 122 23 2h 25 26 27 26-29 30 
NE DIRECT 123456789 10 11 12 13 14 15 16 17 18 19 20 21 22 23 2% 25 26 27 28 29 30 


ERATOR (MTS) 1 < 3 eek Ga Oral tn av usd Seba WS 1.9..20421522)23 2h, 25.20.27 28 29 30 


MOPERATORS 1234567 89 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 
a/MP teas Oe 9.10 11 12 19 1) 15 16171819 20 21 22°23 24°25) 26 27 2629 30 
Merry 1 2 3k 5 6 78 910 11 12 13°14 15 16.17 18 19 20 21.22 23.2h 25 26 27 28 29 3C 
Merry 123 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 3C 


Bee? 5 Ie 5 6.07 6-9 .-10.11.12 13.14 15 16 17.18 19 20 21 22 23 2h 25 26 27 28 29 3 
Y CLIENT USED OUR SERVICE? : 

is Fy G0 7229110) 11 1213-1415. 16.17) 18 19. 20.22 22.23.24 25.26 27 
Mores = 1 23 5 6 7 8 9 10 11:12 13 14 15:16 17 18 19 20 21 22 23 2h 25 20 27 28 29 3 
RECTORY ASSIST1 23 456789 10 11 12 13 Libba 16 Aa Leto Owe 221 as eh2e> (20 a1 see ae ae 
NVENIENT Meee eye O10 1112 13) 1%, 15 16 17 18 19°20"2T 220es Zn 25 erates 2) 


HER ee oes. 9 10,1) 1213 1 15116 AY 1S 19 20n21* 22) 23h 25 26 27 .2bse9: A 


ME OPENT PER INQUIRY numbers=minutes 
2 Bie 2 


9393 33.3: 3.3.3:393-3 3.3.3-33.33.334.333333.5.3.33.339373332 
MMs 5505 555 595 55555 555 555555555555 55559595922 


20 29 3G 


m1) 10 10 10 10 10 10 10 10 10 10 10 10 10 10 10 10:10 10 TO 15) 95515 Lb ota oe ee 


a rarararenenenel ~erereg 


EXHIBIT 272, 


MANIT=:BA 


SERVICE DE RENSEIGNEMENTS CITIZENS’ INQUIRY SERVICE 
AU PUBLIC 511 — 401 York Avenue 
511-401, avenue York Winnipeg, Manitoba 
Winnipeg, Manitoba R3C OV8 
R3C OV8 ; Telephone: (204) 948-3744 
Téléphone: (204) 948-3744 Toll-free within Manitoba 
Sans frais, du Manitoba 1—800—282-8060 


1—800—282-8060 
CITIZENS* INQUIRY SERVICE 


The CITIZENS' INQUIRY SERVICE, as the government's central telephone 
inquiry centre, reports directly to the Executive Council. 


The CITIZENS' INQUIRY SERVICE was established in 1972 to provide direct, 
two-way communication between the government and the public. Orleans 
provides a toll-free service to persons anywhere in the province who are 
seeking information on government programs or policies. 


The service is not intended to usurp or interfere with the functions of the 
government switchboard operators, Members of the Legislature or ombudsman. 
It is not an advocate of government policy nor does it become involved in 
political matters. 


The system is designed to make information available without charge. The 
service provides clients with information; transfers calls to departments 

or agencies when this is possible; provides appropriate telephone numbers 

or recommends other sources of information. The service also maintains 

liaison with other levels of government and private agencies and makes referrals 
to these organizations when appropriate. 


The service operates from 8 aem. to 5 pem., Monday through Friday. 


in June, 1978, the C.I.S. assumed the role of central inquiry for federal 
government departments and agencies in the province. (C.I.S. inquiry officers 
will provide information when possible and provide the phone numbers of 
appropriate departments and agencies. 


The phone numbers for the CITIZENS' INQUIRY SERVICE are: 


In the City of Winnipeg - 945-3744 

Outside Winnipeg — 1-800-282-8060 
Written inquiries should be sent to CITIZENS' INQUIRY SERVICE, Room 511, 
Norquay Building, 401 York Avenue, Winnipeg, Manitoba, R3C OPS. 


Citizens' Inquiry Service provides a bilingual service in both English and 
French. 
The service is also equipped with a Visual Ear for communicating with the 


hearing impaired. For users of a Telecommunications Device for the Deaf 
(TDD), the phone number in Winnipeg is 94$-4796. 
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